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RESPECT:
We consider the beliefs, dignity and rights of others
COMPASSION:
We are caring and considerate in our dealings with
others
INTEGRITY:
We act ethically, openly, honestly and fairly
EXCELLENCE:
We strive for improvement by being innovative,
professional and giving our all
COLLABORATION:
We communicate with and listen to our staff
and community

Why we produce the Quality of Care magazine
This report is produced as part of the a commitment to the
Victorian Government to increase community awareness
of activities and achievements at GV Health. This report
highlights projects that have evolved from the identification
of areas that could be improved. Staff and community
representatives have been involved with the selecting of
stories to feature in this magazine, based on their opinion of
what the community would like to read about.
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CEO & Board Chair
Message

Kerryn Healy Signature

Each year, submissions to the Quality Unit highlight
improvement projects that help ensure patients and families
have positive experiences at GV Health. These submissions
have formed the basis for this year’s Quality of Care
magazine.

While we received some survey responses last year, we
would like to encourage more responses this year to
communicate to us what you think about the services
provided at GV Health and how improvements might be
made.

The articles in this magazine showcase how GV Health is
making changes that bring us closer to our vision of working
together to achieve healthier communities.

There is a survey in the back of this magazine for you to
complete and send. As an incentive, every response will be
entered into a draw to win dinner at Sebastians Restaurant,
Shepparton (valued at $100); two vouchers are available to
win. We look forward to receiving your feedback.

Readers of last year’s Quality of Care magazine told us that
it looked good, was informative and easy to understand.
Some readers also said they wanted to see more information
about the different services and facilities, particularly beyond
Shepparton, and on outcomes delivered. We have attempted
to address the issues raised in this year’s report.

Regards,

Noel Maughan Signature

Kerryn Healy

Noel Maughan

Chief Executive Officer

Chair – Board Of Directors
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Your local
health
service

GV Health is the major regional health service
provider for the Goulburn Valley region. With more
than 2,000 staff members and more than 310
volunteers, GV Health is one of the largest employers
in the Goulburn Valley.
GV Health serves a geographically dispersed
population at three major sites; Shepparton, Tatura
and Waranga, as well as other sites throughout the
Hume region and lower New South Wales.
The number of acute inpatients admitted to GV
Health continues to increases every year.

Acute inpatients admitted from
Greater Shepparton

16,952
2010/11

An increase of 659

17,611
2011/12

Acute inpatients admitted from
other areas
An increase of 428

9,688

10,116

2010/11

2011/12

Non-admitted
- Emergency presentations

34,449
2010/11

2010/11

2

30,000
27,878

25,000

26,640

24,762

24,375 24,794

20,000
15,000
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2011/12

2010/11

2009/10 2008/09 2007/08

Local Government Area

32,768
2011/12

Totals

Benalla

96

Bendigo

30

Berrigan

674

City of Greater Shepparton

17,611

Campaspe

2,399

Conargo

27

Deniliquin

180

Gannawarra

17

Hay

9

Jerilderie

30

Mitchell

347

Moira

3,810

Murindindi

106

Murray

43

Other

652

Strathbogie

1,632

Swan Hill

13

Wangaratta

40

Wodonga

11

Total

27,727

Elective surgery waiting list numbers at
30 June:

560 900 1,060
2010

Non-admitted
- Outpatient services

148,686

Acute inpatients admitted total

2011

2012

Admitted from elective surgery waiting list:

148,923 3,526 3,398 3,311
2011/12

Goulburn Valley Health | Q ualit y of Care Repor t 2011/12

2009/10

2010/11

2011/12

g
n
i
k
Ma re
a
c
h
healt asier
e
r
u
o
r
fo
t
s
e
g
n
u
o
y
s
t
n
e
i
pat
Making a trip to
the emergency
department easier
for children
When four-year old Carsley
dislocated her finger at kindergarten
in November 2011, her mother,
Marli, rushed her to the GV Health
emergency department for treatment.
They were seen by triage nurses and
then by an orthopaedic specialist.
Marli was advised that immediate
correction of the dislocation was not
possible because the emergency
department policy prevented
sedation being given to children in the
emergency department.
Instead, Carsley would need to have
a full anaesthetic in the operating
theatre or wait for a bed to be
available in the children’s ward, and
administer the sedation there, which
would have taken a long time and
been far more traumatic for Carsley.
Eventually, after several hours of
waiting, the decision was made to

Tanya Kuip
e

r, Paediatr

ic Liaison N
urse

provide localised sedation and correct
the dislocation in the emergency
department.

GV Health is one of 14 hospitals in
Victoria selected to participate in this
improvement project.

Carsley’s mother, Marli, was upset
that this decision had not been made
earlier so that her daughter was not
distressed.

The project aims to ensure consistent,
safe clinical governance structures are
in place to enable children presenting
at the Emergency Department to
receive sedation related to procedures
such as laceration repairs, burn
dressings, fracture and dislocation
manipulation, removal of foreign
bodies and IV insertions.

“I was most disappointed that
communication between the
orthopaedic registrar, emergency
department nurse unit manager and
children's ward was fraught, which
made the process a lot longer than it
needed to be,” said Marli.
Tanya Kuiper, paediatric liaison
nurse in the emergency department,
then took part in various Victorian
workshops to explore ways to
improve the management of sedation
for child patients in the GV Health
Emergency Department.
The Implementing paediatric
procedural sedation in EDs project
then began; a collaboration jointly
funded by the Department of Health
Emergency Care Improvement and
Innovation Clinical Network and
the Victorian Managed Insurance
Authority.

Expected benefits from this project
include improved patient care, less
anxiety, less time spent in the
Emergency Department and decreased
need to access operating theatres.
The current focus is on training for staff
to be able to administer or be involved
in administering, sedation to child
patients in the emergency department.
Marli welcomed these changes in
process to make it easier for children
to receive the treatment they need in
a more timely manner.
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In the first six months of the program
at Goulburn Valley Health, more than
35 children were seen by the service.
Previously, those children would have had
to travel to Melbourne to be seen by a
rehabilitation specialist...

-Gurnick
Toby Hicks

Victorian
Paediatric
Rehabilitation
Service
The Victorian Paediatric
Rehabilitation Service
(VPRS) was established in
response to one of the key
recommendations of the
review of Victorian Paediatric
Services, commissioned by
the Department of Human
Services in 2002.
The VPRS provides Victorian
children with access to the
specialist rehabilitation services
that they need, when they need
them and in the most appropriate
location, no matter where the
family lives.
The service can assist with:
• returning to home, school,
sport and hobbies
• intensive rehabilitation after
orthopaedic surgery
• reconditioning programs after
illness
• assessment clinics for advice
on treatment and intervention

To be eligible for VPRS, the young
person should be aged between
0 and 18, and:
• have had an injury, medical/
surgical intervention or a
functional impairment
• have moderate to high
complexity rehabilitation
needs and/or require timelimited and goal-focused
programs
• requires an interdisciplinary
team approach to achieve
their rehabilitation goals, which
may include speech therapy,
occupational therapy, social
work and paediatric review
The Hume region VPRS, based
at Goulburn Valley Health, is the
seventh service to be established
in Victoria. Planning for the service
began in October 2011, and clinical
services started in January 2012.
In the first six months of the
program at Goulburn Valley Health,
more than 35 children were seen
by the service. Previously, those
children would have had to travel
to Melbourne to be seen by a
rehabilitation specialist and their
opportunity to access intensive
rehabilitation services locally would
have been extremely limited.
Parents have been delighted
that they can now receive these
specialist services closer to home.

4
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Carsley Kelly

Toby Hicks-Gurnick

Making
checkups more
bearable
A Teddy Bear’s Picnic was held on 25
March 2012 to help children become
familiar and comfortable with GV Health
and some of the more common procedures
that they might experience if they need
health care treatment in hospital.
Children were encouraged to bring along
their favourite teddy bear and medical
students from the University of Melbourne
Rural Clinical School volunteered their time
to bandage teddy limbs, check heart rates,
hearing and throats.
A great event for the whole family, activities
included face painting, a petting zoo,
jumping castles, train rides and visits from
celebrity mascots.

Helping
children
develop

hand and
finger skills

GV Health has implemented a group program
called Fingergym™ to help children develop
their hand and finger skills through various
activities.
Children are given the opportunity to strengthen their
muscles, develop their senses, coordinate their fingers and
practice drawing, writing, cutting and using other school
tools. The program also helps them to organise themselves
and their possessions, develop confidence, ask for help
when needed and learn how to follow instructions.
Previously, this program was offered in individual therapy
sessions. By moving to a group program format, more
children can participate. Holding the sessions in a familiar
kindergarten setting also makes it more fun for children.
Children who participated in this program were found to
have improved participation in fine motor skills, and improved
visual perception, motor coordination, pencil grip and
accuracy with using scissors.
Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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Midwife Sandra Kilkenny with Melissa and Matilda Hall

About Midwifery
Group Practice
The Midwifery Group Practice
celebrated its first year of successful
operation this year.
This model of care involves a midwife
being assigned to an expectant
mother to provide care throughout the
pregnancy and birth, until the mother
and baby are settled at home.
The model of care helps ensure there
is a relationship of trust between
mother and midwife, where the
mother’s story is known to the midwife,
providing comfort and confidence.
National and international research
shows that women have a greater
sense of satisfaction with their birthing
journey in this model of care. The
experience in the Goulburn Valley is
no different; this program has been
extremely popular with local expectant
mothers and midwives.

Improving
Women’s Health
delivering the right care

Local woman,
Melissa Hall was
given the option
of which model of
midwifery care she would
like during her first hospital
appointment.
“The Midwifery Group Practice
model of care sounded good from the
beginning; I liked the idea of having the
same midwife all the way through my
journey.
“It was important to me that my
midwife knew and understood my
health concerns and my wishes for the
birth, which led to a comforting and
confident birth experience. The whole
experience was excellent, right through
to when I went home with my daughter,
Matilda,” said Melissa.

There are currently four midwives
working in this model of care. Having
proven a success, the model of care
is expected to expand in the next
year to add more midwives and so be
accessible to more expectant mothers
in the Goulburn Valley.

6
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Joanne, Ben and baby Rachael

Number of women to give
birth at GV Health

1,163
2010/11

Babies born at GV Health

1,179

1,234
2011/12

2010/11

1,255
2011/12

A baby boom in the Goulburn Valley
% caesarean v normal vaginal birth
Normal
Caesarean

Joanne from Toolamba was the 1200th
woman to give birth at GV Health this year,
breaking all the records for the number of
women to give birth at the hospital in any
given year.

2010/11
2011/12

GV Health maternity services manager,
Bernadette Wardle said the staff were
excited about reaching this milestone.
“We are delighted that we are
continuing to meet the increasing
demand for maternity services locally,”
said Bernadette.

79.13%
75.14%

20.87%
24.85%
Maternal age

		
2010/11		
2011/12
20 years and under

68 (5.84%)

85 (6.89%)

21-34 years

857 (73.56%)

933 (75.61%)

35 +

240 (20.60%)

216 (17.50%)
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Improving
emergency
care
The GV Health emergency department (ED) saw
fewer people attend the emergency department
than the year before; possibly because of the
growth in the number of after-hours GP clinics that
have been established in the area.
Dr Janith DeSilva

Attendances at ED
2009/10

32,532

2010/11

34,432

2011/12

32,768

Admissions from ED to wards
2010/11

2009/10

8,112

9,651

2011/12

9,858

Stayed longer than 24 hours in ED
2009/10

16

2010/11

16

2011/12

40

GV Health continues to outgrow its
current emergency facilities and will
need to expand to keep up with the
growing demand.
Ensuring access, discharge
and transfer practices meet
consumer needs
GPs notified of emergency presentation within
24 hours:
2010/11 = 47.6%
2011/12 = 38.8%
GPs notified of emergency admission within
24 hours:
2010/11 = 47.6%
2011/12 = 42.8%

8
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REDDSoC project
With ongoing growth in demand for surgical
services, and only three operating theatres
and a day procedure room, it was identified
that a strategic review of the Goulburn Valley
Health operating theatre processes was
required.
A project was conducted, titled REDDSoC
(Reducing Day of Surgery Cancellations),
to conduct a review of current systems
and recommend and implement changes
to improve access for patients needing
emergency and elective surgery at GV Health.
It became clear during the review that
capacity needed to be better managed to
meet current and predicted future demand for
operating theatres.
The most prominent issue identified was the
high number of patients that were cancelled
on their nominated day of surgery. Thus,
reducing the number of day of surgery
cancellations became the number one
objective of a strategic redesign project.
First, the elective waiting list and emergency
surgical presentations were measured
and current business processes within the
operating theatre were reviewed.
As part of the recommendations from the
review, a variety of changes were made.

Cheryl Lancaster and Jenny Lia, REDDSoC project facilitators

Changes were made to the operating theatre allocations
model, to include quarantined emergency allocations for
general surgery and orthopaedic surgery Monday
to Friday.

•

In July/August 2010, 20% of orthopaedic patients
had a wait of less than eight hours.
After implementation, in Sept/October 2011, 90% of
patients had a wait of less than eight hours.

Improvements to current business and data collection/
entry processes and more effective resource
management within the operating theatre have also
positively impacted on the day of surgery cancellation
rate.

•

In July/August 2010, 45% of gynaecology patients
had a wait of less than eight hours.
After implementation, in Sept/October 2011, 82% of
patients had a wait of less than eight hours.

•

During the last year, the number of patients that have
been cancelled on the day of surgery have been
reduced by 50%, as a result of all the improvement
initiatives by the REDDSoC project groups.

Under-utilised operating theatre sessions have been
reviewed to eliminate wasting of resources.
Business rules were developed and implemented to
ensure effective ongoing management of operating
theatre resources and allocations to specialties, including
regular review of waiting lists, operating theatre utilisation
and emergency demand.
New processes and tools are being used, for patients
requiring emergency surgery, to reduce waiting times
within the ED and improve patient communication.
The post-implementation results show significant
reductions in the time patients wait from the time of
presenting to the Emergency Department to the time of
their emergency operating procedure.
The results speak for themselves:
•

In summary, this project has been of great operational
and strategic value to Goulburn Valley Health. It has
significantly reduced the impact on patients of having
a procedure cancelled on the planned day of surgery,
greatly reduced the patient waiting times and improved
the accuracy of planning for emergency surgery.
It has also provided evidence of the successful application
of the redesign project methodology approach to
help improve complex issues within the healthcare
environment. Following the success of this project,
other projects have been successfully implemented in a
number of areas of the hospital, including the Emergency
Department and the Medical Ward.

In July/August 2010, 32% of general surgery patients
waited less than eight hours.
After implementation, in Sept/October 2011, 76% of
general surgery patients waited less than eight hours.
Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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Celebrating
our rich
history
50th
anniversary
of Waranga
Memorial
Hospital
Staff past and present, patients and
community supporters gathered to
celebrate 50 years of the Waranga
Memorial Hospital in November 2011.
After welcome speeches by various
dignitaries, the two guest speakers
provided entertainment and laughter;

Actor Rhys Muldoon and the RAAF Brass Quartet

the highlight of the afternoon. The
first was the hospital’s first patient,
Zane Poulson, who gave a hilarious
account of the lead-up to the birth
of “baby Louise” at the then-new
hospital. Actor Rhys Muldoon continued
the entertainment with stories that
ranged from the making of the movie
Valentine’s Day in Rushworth, to his
days performing for small children on
Playschool.

Honouring
Mary Coram
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Joan Gibbs do
ed picture
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ary Coram,
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The RAAF Brass Quartet provided
musical entertainment and various
volunteer and auxiliaries provided an
outstanding afternoon tea.

Improving

sexual
health
Suzanne Wallis joined GV Health
this year as a sexual health nurse
practitioner candidate to offer
clients access to sexual health
services and improve their health
outcomes.
The management, treatment and
prevention of sexually transmissible
infections involves education,
supporting behaviour change,
advocacy, targeted clinical and
laboratory screening, diagnostic
testing, clinical service provision,
evidence-based treatment, surveillance
and research.

Suzanne Wallis,
Rural Sexual Health Nurse Practitioner Candidate

Suzanne is committed to developing
nursing potential and promoting a
culture of innovation and progressive
clinical change in the management,
treatment and prevention of sexually
transmissible infections, whilst
promoting sexual and reproductive
health.
She has established the Meryula
Clinic at GV Health Shepparton;
a free and confidential sexual and
reproductive health service that
offers clients a safe setting in which
to discuss sexual health concerns
and receive specialist sexual and
reproductive health care. The clinic
focuses on the more vulnerable
and under-screened groups in the
community.
You can make an appointment at
the Meryula Clinic by calling
(03) 5832 3100.

Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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If you build it, they will come...
To provide the best possible local
oncology services, so that local
residents don’t have to travel
elsewhere to receive cancer
treatment, GV Health built a new
oncology unit.
The new facility includes a 10-chair,
two-bed medical day-stay oncology
unit, specialist consulting rooms and
patient education/resource rooms.
More than $1.9 million was raised
to build a state-of-the-art centre
to improve the delivery of cancer
treatment to patients in the Goulburn
Valley.
More than 250 people gathered for
the opening of the Peter Copulos
Cancer & Wellness Centre, which was
officially opened by Deputy Premier
Peter Ryan. Peter and Maria Copulos,
who contributed $300,000 to the
cause, unveiled the plaque in front of
local members of government and the
community.
Belinda Briggs of the Yorta Yorta
Nation welcomed the crowd and St
George’s Primary School students
performed the Miley Cyrus song,
The Climb.
The construction of the new facility
contributed to GV Health’s success
in recruiting two full-time oncologists.
Dr Zee Wan Wong and Dr Mahesh
Iddawela both began work at GV
Health in early 2012, bringing a muchneeded resident specialist service to
Shepparton.
The generous support of the local
community was integral to the
success of the project. This was
a great example of the strong
community spirit in our region and the
outstanding results we can achieve by
working together.

12

The construction of the new
facility contributed to GV Health’s
success in recruiting two full-time
oncologists; Dr Zee Wan Wong and
Dr Mahesh Iddawela.
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Peter and Mar

Illustrating one man’s journey
In July 2010, Bill Kelly was
admitted to the Goulburn
Valley Health emergency
department for exploratory
surgery. He was diagnosed
with bowel cancer.

and various milestones on his
cancer journey.
Now clear of cancer, Mr
Kelly has nothing but praise
for his surgeon Dr Michael
Kamenjarin and the staff of
GV Health.

From the moment he was
admitted to GV Health, he
began to document his
experience.
During his first blood
transfusion, he drew a picture
of his arm with the medical
paraphernalia attached.
At his request, and with the approval
of the GV Health clinical staff, Mr
Kelly had his surgery progressively
photographed.
Because he spent so much time at
the hospital, during such a huge event

An artist, humanist and
human rights advocate, born
in Buffalo, New York, Bill Kelly
lives in Nathalia and exhibits
his art worldwide.
in his life, he wanted to document his
journey the best way he could. The
photography enabled him to tell his
story through art.
The illustrations include a rose (given
to Mr Kelly by his daughter while he
was in hospital), his surgeon’s hands

At the launch of the exhibition
at GV Health, Mr Kelly said
the work ‘is an homage to all the GV
Health staff who, on a daily basis,
take great care of many patients and
deserve great credit.’

Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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Improving
mental health
The lead agency for
headspace Shepparton
GV Health has been selected as
the lead agency to establish the
headspace program in Shepparton.
headspace supports youth (12 to 25)
who are dealing with depression,
drug and alcohol abuse and who
need employment support in a youthfriendly environment.
It brings together a range of services
in one location so that young people
can literally walk in off the street and
have a ‘one-stop-shop’ for a whole
range of counselling and support
services at no cost to them.

Shepparton was chosen as one of
13 new places across the county to
establish the program in the next year.

“One in four young people
have either a mental illness
or an emotional upheaval,
ranging from mild anxiety
or depression to extremely
serious psychotic illness.”

Improving
nutrition
The importance of
eating healthy foods

14

Kylie Rogerson, Nurse

Improving sexual
health in aged
care residential
facilities
Grutzner House, aged persons mental
health residential facility, was given
$20,000 by the Department of Health
to start a Demonstration Project
on Sexual Health and Wellbeing in
Residential Aged Care.
A Project Officer was appointed
and a partnership developed with
the University of Melbourne. As part
of the project, a Sexual Health and
Wellbeing assessment and policy
was created. This assessment will be
completed prior to entry to Grutzner
House to assist with respecting the
choices, needs and individual requests
of residents. This will also enhance
the provision of personalised care
and assist in the maintenance of
relationships while in residential care.

GV Health uses a ‘traffic light’
system of food categorisation to
identify and promote foods and
drinks supplied to GV Health staff,
visitors and the general public
through food outlets.
Food in the red category should be
eaten only occasionally
Food in the yellow category should
be eaten only sometimes
Food in the green category can be
eaten any time, at any meal
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Improving
care at
end of life

Deborah Rogers, Waranga campus
Manager/Director of Nursing

Advance Care Planning Refreshed palliative care
Make sure your wishes about future health treatment
are known
Advance Care Planning is a free process where a patient
makes decisions about their future healthcare needs, in
consultation with health professionals and family members.
The care plan will apply if or when a patient becomes
incapable of making decisions. This may include appointing
a medical power of attorney.
Advance Care Planning is growing in prominence as people
recognise the importance of a patient’s right to have their
medical wishes known and upheld.
This program helps individuals to express their values, goals
and wishes in a plan that can guide treatment if a person
becomes unwell and unable to make decisions for their self.
Research shows that this planning helps improve end-of-life
care for patients and reduces stress, anxiety, depression
and conflict for families.

room at the Waranga
Memorial Hospital

The palliative care room at the GV Health Waranga
Memorial Hospital was refurbished and re-opened this year
to be more comfortable and homelike.
Using grant funds from the Department of Health and
Ageing, as well as donations from the Waranga Memorial
Hospital Ladies Auxiliary and other local community
members, the room has been upgraded to include a flat
screen television, radio and ipod dock, a private garden with
outdoor table and chairs and new soft furnishings.

Plan ahead:
•

Think about the values that are important to you

•

Think about your current health and possible future
health problems

•

Think about what future medical care you might want

•

Talk to your family about your wishes

Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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Improving
dental
care

Dr Katrina Chang, Dentist

Bringing
dentists to
aged care
residences

F

or some time, residents of aged care
facilities throughout the Goulburn Valley
have had to travel great distances to see
a dentist. In some instances, the residents have
been unable to travel (for a variety of health
reasons) or would have to be transported by
ambulance to the dentist, in some cases, which
can be costly.
The result was that trips to the dentist were
being put off until there was a serious dental
issue that required emergency care.
To help address this, the GV Health public
dental service established a mobile dental
clinic to visit a different aged care facility every
month to conduct dental treatment onsite at
the residential aged care facility. The current
resources enable each residential facility to
receive a scheduled mobile visit every two years.
Residents no longer need to travel for routine,
preventative dental care, which helps prevent
distress and disorientation and means less use
of ambulances for non-urgent care.

16
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Access to
Dental Care
GV Health, a leading provider of public dental services in
regional Victoria, monitors a range of quality and safety
indicators.
2010/11

2011/12

No. of patients
attending GV
Dental Service

9,939

10,087

No. of new patients

3,437

2,028

No. of individual
visits

18,451

19,173

No. of overall
treatments

64,790

73,718

Restorative retreatment within six months
In 2011, 30 more individual teeth were treated than in
2009; an increase from 9,844 to 9,874. The following
table highlights that the GV Dental Service has improved
and now matches the state average regarding restorative
treatment within six months.

Endodontic retreatment within six months
(root filled)
For teeth retreated Endodontically within six months of initial
Endodontic care, only one person needed retreatment.

Endodontically root filled
Retreatment within six
months

2010

2011

78

80

0

1

Endodontic retreatment within 12 months
(by extraction)
In 2010/11, 81 teeth were treated, compared to 71 in
2010/11; an increase of 10. Only one tooth was retreated
by extraction this year. Some patients make the choice to
extract a tooth rather than continue with treatment.
2010/11

2011/12

GV Dental Service

1.4%

1.2%

Region

1.4%

0.5%

State

1.5%

1.5%

2010

2011

GV Dental Service

5.1%

5.1%

Region

4.8%

5.2%

Denture remakes within 12 months

State

5.1%

4.9%

In 2011/12, 392 dentures were inserted, compared to 475 in
2009/10; a decrease of 83.

Unplanned return within seven days subsequent
to extraction
In 2011/12, GV Dental Service performed 160 more
extractions than the year before; 3,080 in 2011/12
compared to 2,920 in 2010/11.
The data shows that GV Dental Service results are better
than the regional result regarding unplanned returns
within seven days subsequent to extraction. A significant
proportion of unplanned returns subsequent to extraction
were due to patient-related factors, such as smoking,
diabetes and other.
2010/11

2011/12

GV Dental Service

1.4%

0.2%

Region

1.3%

0.5%

State

1.0%

0.9%

Of those dentures, some had to be remade. However, fewer
dentures had to be remade than the state average.
2009/10

2011/12

GV Dental Services

1.3%

4.3%

Region

1.5%

6.0%

State

1.5%

2.0%
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Improving care for Aboriginal and
Torres Strait Islander patients
Closing the Gap in Aboriginal and
Torres Strait Islander health is a
national priority supported by GV
Health at the local level through the
Improving Care for Aboriginal and
Torres Strait Islander Patients (ICAP)
program, provision of the Koori Mental
Health Liaison and participation in a
range of regional Closing the Health
Gap initiatives.
Four key result areas guide the
Improving Care for Aboriginal and
Torres Strait Islander Patients (ICAP)
program at GV Health:

Key results area 1: Establish
and maintain relationships with
Aboriginal communities and
services

Working together with Rumbalara
The fourth health partnership
agreement between GV Health and
Rumbalara Aboriginal Co-operative
was signed in July 2011, as part of
the National Aboriginal and Islander
Day of Celebration (NAIDOC) Week
celebrations. This partnership
agreement focused on improving
access to health care services during
the next three years for Aboriginal
and Torres Strait Islander people,
particularly in regard to cardiovascular
health, men’s health, women’s and
children’s health, chronic illness care
and aged care.

Key result area 2: Provide or
coordinate cross-cultural training
for hospital staff
All new staff at GV Health participate in
a cross-cultural awareness information
session, an introduction to the role of
the Aboriginal Liaison Officers (ALOs),
and a visit to the Minya Barmah room
as part of their orientation program;
158 staff members participated in the
orientation program in 2011/12.

Expanding cultural insight
The GV Health Board of Directors,
executive team and more than 20 senior
staff members this year participated in
the Yorta Yorta Cultural Insight Program
at the Yenbena Training Centre,
Barmah. The aim of the program was
to increase awareness of Aboriginal
culture, heritage and to enhance good
working relationships with the Yorta
Yorta community.
A one-day cultural insight training
day was provided this year to 25 new
graduate nurses from GV Health,
Nathalia and Cobram health services.
Hospital Aboriginal Liaison Officers
provided cross-cultural information
sessions to:
• Nurse bank staff (10 participants)
• Pharmacy and Nursing students
(12 participants)
• Medical Unit Medical staff (8
participants)
• Intensive Care staff (12 participants)
• Tatura campus staff (7 participants)

Key result area 3: Set up and
maintain service planning and
evaluation processes that ensure
the cultural needs of Aboriginal
people are addressed when
referrals and service needs are
being considered, particularly in
regard to discharge planning.
Aboriginal and Torres Strait Islander
patients made up 5.03% of all patients
admitted to hospital in 2011/12
(compared to 4.36% in 2010/11), and
5.63% of people presenting to the
Emergency Department (compared to
5.75% in 2010/11).
Aunty Frances Mathyssen
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GV Health has undertaken a range of
initiatives to strengthen participation of
Aboriginal patients in service planning
and improvement. This includes the:
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• appointment of two Aboriginal
community representatives to
advise the GV Health Client
Journey Improvement Team;
• completion of a series of patient
journey interviews and consultation
forums held with elders to advise
on the Closing the Health Gap
Client Journey project.

Key result area 4: Establish
referral arrangements to support
all hospital staff to make effective
primary care referrals and seek
the involvement of Aboriginal
workers and agencies.

Visiting services
A range of GV Health programs
provide visiting services to Rumbalara
Aboriginal Health Service. The visiting
services are designed to improve
access to these services for Aboriginal
patients and to enable coordinated
care with Rumbalara health and
medical services. The visiting programs
include diabetes nurse education,
podiatry, continence nurse advisors,
mental health clinicians, obstetricians
and midwives.

Liaison Officers
Hospital Aboriginal Liaison Officers
provide advice to GV Health medical
and nursing staff on the range of
services available to support Aboriginal
and Torres Strait Islander patients on
discharge, and encourage GV Health
staff to become familiar with services
provided by Rumbalara Aboriginal
Co-operative and, likewise for Rumbalara
staff to become familiar with services
provided by GV Health. This includes for
example:
• Tours of the GV Health oncology
facility for Rumbalara staff
• GV Health medical staff visit to
Rumbalara’s new aged care facility
All new staff associated with the spiritual
health and wellbeing program are
provided orientation to the Goulburn
Valley Area Mental Health Service

Embracing our cultural diversity
The Goulburn Valley has a long history
as a region of choice for migration
and refugee settlement. This includes
Italian and Greek communities
established following World War II, and
more recent arrival of settlers from
Iraq, Iran and Kuwait and refugees
from Afghanistan, the Democratic
Republic of Congo and Sudan.

Working in Partnership
GV Health is responsive to the
diverse needs of the Goulburn
Valley community.
A three-year Cultural Responsiveness
Plan was adopted by GV Health in
November 2010 and is reviewed
annually. Implementation of the plan
is co-ordinated by the GV Health
Cultural Diversity Committee and
is guided by standards outlined in
the Department of Health’s Cultural
Responsiveness Framework. GV
Health participates in a range of
local and state committees which
help improve co-ordination between
services to improve health outcomes
for migrant and refugee communities.
As an example, GV Health has held
hospital tours for migrants and
refugees, in partnership with Uniting
Care Cutting Edge and Goulburn
Ovens TAFE. The tour helps refugee
and migrant community groups to learn
more about how to access GV Health
and the services it provides. Three
tours were conducted during the year
in the acute hospital and two tours
conducted in Mental Health Services.

We speak your language
The use of interpreter services at GV
Health reflects the region’s cultural and
linguistic diversity, with interpreting
services provided in 35 languages
during 2011/12.
The number of interpreting requests
increased from 2,499 in 2010/11 to
2,573 in 2011/12. Arabic, Dari, Turkish
and Albanian remain the languages
in greatest demand. The number of
patients needing an interpreter who
received one improved slightly from
52% in 2010/11 to 53.5% to 2011/12.
Accredited interpreters assist the
patient care team to communicate
effectively with patients who are not

proficient in English. Provision of
interpreters is important to enable those
patients to be informed and involved in
decision making about their treatment
and care.

A central booking service is in place to
co-ordinate interpreter service provision
for all GV Health programs and services
across all campuses. Policies and
procedures are in place to guide staff on
how to use interpreting and translating
services, and training is provided.

Cultural responsiveness standards
YES

NO

Standard 1: A whole-of-organisation approach to
cultural responsiveness is demonstrated
Standard 2: Leadership for cultural responsiveness is
demonstrated by the health service
Standard 3: Accredited interpreters are provided to
patients who require one
Standard 4: Inclusive practice in care planning is
demonstrated, including but not limited to dietary,
spiritual, family, attitudinal, and other cultural practices
Standard 5: CALD consumer, carer and community
members are involved in the planning, improvement
and review of programs and services on an ongoing
basis.
Standard 6: Staff at all levels are provided with
professional development opportunities to enhance
their cultural responsiveness

2011/12 Interpreter Provision
Mandarin 48
(1.8%)
Punjabi 50
(1.9%)

Other 274
(10.8%)

Kishwali 61
(2.4%)
Italian 90
(3.5%)
Arabic 1144
(44.5%)

Albanian 208
(8.0%)

Turkish 225
(8.7%)

Dari 473
(18.4%)
Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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Representatives of GV Health and various faith groups at the opening of the Sanctuary

A place for
people of
all faiths
Admitted patients
came from 35
different faith groups
during 2011/12
20
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The Sanctuary was opened at
the Graham Street campus in
Shepparton as a place for prayer,
quiet reflection or meditation. It is
open to people of all faiths, or no
faith.
This tranquil room can be used for services
or other religious observances, and includes
a small room within it for family meetings and
counselling. It also benefits from a growing
library of spiritual and religious books, which are
available to anyone who visits the room.
The Sanctuary gives people who use services
or work at GV Health access to a space where
they can practice their chosen faith. It also gives
those who are not religious a place to go for
peace and quiet.

Hospital tour participants

Have your say
Culturally and linguistically diverse
consumer, carer and community
members are becoming more involved
in the planning and improvement of GV
Health services.
Maria Brown-Shepherd and Khaluf
Alsalim, representing the Ethnic
Council of Shepparton and District,
joined the GV Health Cultural Diversity
Committee this year to provide
more direct input to planning and
review of the GV Health Cultural
Responsiveness Plan.
Improvements to Pathology
Department and Imaging Department
brochures have been made following
feedback from participants in the
Hospital Tours Program.
Multicultural Support Workers (MSW)
from Uniting Care Cutting Edge and
Goulburn Ovens Institute of TAFE have
been actively engaged in planning
and evaluation of the Hospital Tours
Program. Feedback is sought from

participants following each tour and
changes made to improve the program
in response to this feedback. For
example, the tours are now held in
two sessions over a two week period,
instead of three sessions over three
weeks.

Supporting staff
A range of information and training
is provided to assist staff to work
effectively with patients with diverse
language and cultural needs. This
includes information provided for new
staff as part of the monthly orientation
program, attendance at workshops
and conferences and a dedicated
“Cultural Diversity” page on the GV
Health intranet.
•

40 managers and senior staff from
a wide range of departments and
services participated in Cultural
Competence for Managers
training, provided by the Centre
for Ethnicity Culture and Health in
March 2012.

•

21 staff members participated
in an Improving Cross Cultural
Communication workshop. The
workshop provided reception
and customer service staff
with the strategies and skills
to appropriately engage with
individuals who have low English
proficiency.

•

52 staff members participated
in Cultural Diversity and
Communication Awareness
Training sessions this year.
These training sessions focussed
on working with interpreters
and providing linguistically and
culturally appropriate services.

•

Three academic sessions were
held with GV Area Mental Health
Service staff, and 24 staff attended
a one day seminar, Introduction
to Cultural Responsiveness for
Mental Health Staff.

Goulburn Valley Health | Q ualit y of Care Repor t 2011/12

21

h
t
l
a
e
H
g
Promotin
y
t
i
n
u
m
and Com
Support
Zaidee’s Rainbow
Hula Hoop Day
To raise awareness of the need for
more people to become organ and
tissue donors, the staff of GV Health
wore Zaidee’s rainbow-coloured hair
nets and competed in a rainbowcoloured hula-hoop competition.

Movember

Give Me 5 for Kids

A group of 25 GV Health staff
members created a team for the
2011 Movember campaign, to raise
awareness and money for prostate
cancer and other men’s health issues
by growing their mo during November.

The annual Give Me 5 for Kids event
was held throughout June to raise
money for equipment for the child
patients at GV Health. Led by local
radio station 95 3SR FM, Give Me
5 for Kids this year raised $65,000,
which has be used to purchase vein
viewer equipment, medical monitoring
equipment and a respiratory support
system.

Zaidee Rose Alexander Turner died
on 2 December 2004 from a burst
blood vessel in her brain. She was
treated at GV Health children’s ward
before her tragic and unexpected
death. Zaidee was the only child under
the age of 16 in Victoria in 2004 to
donate her organs and tissues. After
her death, Zaidee’s family established
the Zaidee’s Rainbow Foundation, to
improve the organ and tissue donation
rate in Australia.

The team, named ‘Tash Converters’,
raised more than $1,000 for the cause
and had a great time doing it.

The topic of death and organ donation
is something that many families may
not want to discuss; however, it is an
important discussion to have, and one
that could help save lives.

Luke Maskell, Darren Barnes,
Luke Usher and David Gullick
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Entertainers The Workers delighted
Jai Hanning at the GV Health
children’s ward during the event,
including Policeman Ben, Fireman
Ross, Dr Marcie, Builder Jon and
Ballerina Beth.

Horticultural Therapy Week

Eileen Barlow, Alan Mitting and Keith Murphy

Horticultural
Therapy Week
Waranga Aged Care Hostel residents
Eileen Barlow, Alan Mitting and Keith
Murphy helped raise awareness of
Horticultural Therapy Week, 19 to 25
March 2012 in the Shepparton News
and on Week Nights TV.
Horticultural Therapy Week highlights
how health and wellbeing can be
improved through outdoor physical
activity, particularly gardening.

Tatura Swimathon
A swim-a-thon was held at Tatura in
March 2012, which raised more than
$2,000 for GV Health Tatura Hospital
and Parkvilla Aged Care Facility.  
Thirty-six people participated in the
fun swim event. Individuals and teams
each swam 100 laps of the 25 metre
Tatura pool. A great time was had by
all who participated.

These avid gardeners enjoy planting
and tending herbs, vegetables, fruit
and flowers in the Hostel garden.
Other residents then use the fresh
produce to make jams and chutneys
to sell; the funds from which are
returned to the Hostel.

Waranga Men’s
Shed
Residents of the Waranga Aged Care
Hostel enjoy their time in the Men’s
Shed, working on art and construction
projects and sharing a beer, listening
to the cricket and having a chat.
The Men’s Shed gives residents
a safe and busy environment with
an atmosphere of old-fashioned
mateship, where they can get their
hands dirty participating in activities
they value.
The Waranga Men’s Shed was
highlighted during Men’s Health Week
2012.

Participants in the Swimathon

Goulburn Valley Health | Q ualit y of Care Repor t 2011/12

23

Participants in the inaugural Tatura Fun Run/Walk

Tatura Fun
Run/Walk
The inaugural Tatura Fun Run/
Walk was held in October 2011,
starting at GV Health Tatura
Hospital and Parkvilla Aged Care
Facility.
The 10km and 5km run and
the 5km walk, which was
coordinated by GV Health
Tatura staff and the Tatura Aged
Care Auxiliary Ladies, attracted
individuals, families and teams
to participate. The funds raised
contributed to purchasing
necessary items for aged care
residents. The event was a great
success and will become an
annual event.

Toby Hicks-Gurnick

Carolyn Hargreaves, organ and
tissue donation senior nurse
with patients and volunteers

DonateLife
DonateLife Week (19 to 26 February 2012)
promotes the need for Australian families to
discuss and know each other’s organ and tissue
donation wishes.
The Victorian Regional Group of Hospital
Senior Nurses for Organ and Tissue Donation
coordinated an inaugural series of walks and
cycling events throughout the state to raise
awareness of the issue.

24
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Volunteers

GV Health has more than 300 registered
volunteers who provide great support in the daily
operations of the health service. Their varied
personal experiences and roles help them share
a level of compassion and understanding needed
by patients and visitors.

Support

Care

Companionship

When Hilda Biatch’s husband had to
spend five months in various hospitals
to receive cancer care, Hilda was right
by his side the whole time.

Laurie Phillips, 86, has knitted
hundreds of colourful beanies and
scarves, which he has donated to the
GV Health maternity and children’s
wards for more than three years.

When Helen Williams retired after
working in Hotel Services at the
Waranga Memorial Hospital for more
than 27 years, she decided to volunteer
at the Waranga Aged Care Hostel.

When he retired, he missed his
work and wanted to do something
to keep him occupied and busy. He
started knitting for his grand children,
then their university friends; until
his youngest daughter suggested
donating knitted items to the hospital.

“I always thought that I would look for
something to do when I retired. As a
volunteer at Waranga Hostel, I help the
residents to do activities they enjoy but
may not be able to do on their own.”

She got to know how hospitals worked
and what kind of support patients,
visitors and staff need.
When GV Health expanded in 2005,
Hilda volunteered to assist people
to find their way; and she has been
volunteering at the Shepparton
campus ever since.
“It makes me feel good to help
someone find their way to an
appointment or just to have a chat with
someone who is a bit anxious.
“Even a genuine smile can make a
huge difference in someone’s day,”
said Hilda.

Bernadette Wardle, manager of the
GV Health maternity department, said
the hospital very much appreciates
Laurie’s ongoing contributions.
“We love seeing Laurie come in with
his smiling face and a bag of goodies
under his arm.
“Newborn babies lose a lot of heat
from their heads, so we use lots of
woollen hats to keep them warm.
Premature babies need hats and
booties and must be wrapped up to
keep them at a stable temperature.

“I help with coordinating activities
for the residents, such as bingo
and card games and footy tipping
competitions that the staff might not
have time to do.”
One of the residents enjoys delivering
the War Cry newsletter to letterboxes
locally.
“I travel around with him and help
wheel him down the street so he
can continue to do what he enjoys,”
said Helen.”

“Laurie’s generosity is invaluable to
families in the Goulburn Valley,”
said Bernadette.
Goulburn Valley Health | Q ualit y of Care Repor t 2011/12
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New volunteer
uniform

Volunteers: Hilda Biatch, Toni Mathot, Frank Mathot, John Patterson and Carl Walker

The dedicated team of GV Health volunteers became
more identifiable when they began wearing new volunteer
uniforms this year.
The new turquoise polo-style shirts, printed with the
phrase “I’m a volunteer...ask me”, highlight the important
contribution by volunteers in complementing the health
services provided at GV Health. The stylish uniforms make
it easier for patients and visitors to spot the volunteers
throughout the organisation.
This is a great step forward to help improve accessibility
for patients and visitors at GV Health.
When GV Health volunteers wear everyday clothes, there
is no obvious way to identify whether or not they are
an official volunteer. However, with an easily identifiable
uniform, GV Health volunteers stand out so that patients
and visitors can feel comfortable and confident asking
them for assistance.

26
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Monitoring
quality of
care

Parkvilla resident Betty Williams
with Tatura 200 committee
member Paddy Kerrins and
Tatura/Shepparton Racing Club
manager John Wilson.

Prior to implementing the Victorian
Clinical Governance Policy Framework
GV Health complied with 79% of the
policy’s elements.

Preventing harm from falls

In February 2012, GV Health revised
and implemented its organisational
and committee structure, senior
clinician roles and responsibilities
and quality and risk systems to
align with the framework’s four
domains of quality and safety;
consumer participation, clinical
effectiveness, effective workforce and
risk management. A recent postimplementation audit revealed GV
Health has progressed and achieved
another 16 elements of the framework
since February 2012.   This progress
indicates GV Health has continued
to improve its clinical governance
activities in line with best practice and
in partnership with consumers.

A generous donation from Tatura and Shepparton Racing
Club and the Tatura 200 Charity Bike Ride made it possible for
GV Health Tatura Hospital and Parkvilla Aged Care to obtain
two lifting chairs that make it easier and safer for patients and
residents to be moved.

Parkvilla residents get a big lift

The two Sara Stedy Lifters help staff move patients and
residents safely from one place to another in one step instead
of two.

Accreditation

In 2011/12, there was a total of 2,604
incidents reported, compared to 2,890
incidents in 2010/11; a reduction of 286
incidents reported.
259
253

250

In 2012, GV Health achieved
accreditation in all aged care
standards at the Waranga Aged Care
Hostel, Waranga Nursing Home,
Parkvilla Aged Care Facility and
Grutzner House.

222
219

210

200
190
180

175
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Jun-12

May-12

Apr-12

Mar-12

Feb-12

Jan-12

Dec-11

Nov-11

Oct-11

150
Aug-11

GV Health is among the first
hospitals in Victoria to be reviewed
against the new national standards.
Recommendations have been
made on areas for improvement
and prioritised in preparation for the
formal accreditation assessment
process in 2013.

230

225

217

Jul-11

In 2012, GV Health maintained its
accreditation and is preparing for
accreditation against the new National
Safety and Quality Health Service
standards in 2013.

224

Sep-11

National Health Standards

Reported Incidents

300
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Infection
prevention

Organisational Hand
Hygiene Compliance
The target for hand hygiene compliance was set at 65%.

Organisational Results

Infection Control
GV Health staff are committed to minimising the risk of
infection. Throughout all GV Health locations, hand hygiene
stands and signage are installed to remind staff, patients,
residents and community members that we all have a role
to play in stopping the spread of infections.
Hands can carry harmful bacteria or germs; so it is
important to wash your hands with soap and water or by
rubbing an alcohol solution over the surface of your hands.
Hand hygiene is important before, during and after patient
care to decrease the number of bacteria on hands and
therefore decrease the spread of bacteria from one patient
to another.
The monitoring of staff’s compliance with hand hygiene
practices and the number of blood stream infections
caused by the germ called Staphylococcus aureus
identified opportunities for improvement. Staphylococcus
aureus is a germ that can live on a person’s skin causing no
harm. If the germ enters the body it can lead to an infection.

28
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Graph 1. Blood Stream Infection
(Staphylococcus aureus) Rate
per 10,000 Occupied Bed Days
2.5

In the first quarter of 2011/12, the rate
was 2.3 per 10,000 Occupied Bed
Days (OBD), which is higher than the 2
per 10,000 OBD target.
Several problems were identified with
the practice of aseptic technique,
including variable technique and touch
contamination of critical procedure
components. Aseptic technique
aims to prevent germs from being
introduced to the body by hands,
surfaces and equipment.

2.0
1.5
1.0
0.5

Quarter 4 2011/12           

Quarter 3 2011/12                      

Quarter 2 2011/12                      

Quarter 1 2011/12                      

Quarter 4 2010/11           

Quarter 3 2010/11           

Quarter 2 2010/11           

Quarter 1 2010/11           

0.0

Target <2 per 10,000 Occupied Bed
Days (OBD)

Environmental
cleaning
The GV Health cleaning staff work
tirelessly to ensure the environment
is kept clean to decrease the risk of
infections. Full compliance is achieved
as defined by the Department of
Health cleaning standards.
An annual external audit is required
by the Department of Health and the
results for 2012 are as follows:

Overall score:
95.2% Shepparton Campus
97.0% Rushworth Campus
100% Tatura Campus
The acceptable quality level for high risk
areas (such as intensive care and the
operating theatres) is 90%. For all other
areas, the acceptable quality is 85%.

It was suggested that the number
of blood stream infections could be
reduced by improving aseptic technique
practices and the consistency of hand
hygiene compliance.
To improve this, GV Health:
•

Informed the executive team,
senior management and clinical
staff of high Staphylococcus
aureus bloodstream infection
(SAB) rate

Vaccinations
Health staff are urged every year to be
vaccinated against influenza to reduce
the risk of it spreading to patients
and colleagues. The flu vaccination is
provided free to staff.
Frontline healthcare workers are more
likely to be exposed to the flu virus,
particularly during winter months when
some of the people in their care will be
infected.
GV Health faces challenges around
maintaining its workforce during times
of increased sickness, so it is vital to
reduce the impact of flu to protect
patient care. Being vaccinated is the
only way to almost eliminate the risk of
flu spreading from staff to colleagues,
patients and families.

•

Implemented initiatives, starting
in December 2011,to reduce the
SAB rate to < 2 per 10,000 OBDs

•

Investigated high risk entry
points for SAB infections peripheral intravascular catheters
and permanent central lines
(haemodialysis access)

•

Investigated specific departments
for improvement

•

Implemented:
•

Training programs re: Aseptic
Non-Touch Technique

•

Promotion of Hand Hygiene
“Moment 2 – prior to a
procedure”

•

Promoted best practice
peripheral management
strategies

As a result of the changes made,
a peripheral catheter or permanent
central line has not been identified as
an entry point for a SAB infection since
April 2012.

Food handling
practices
It is vital for patients, residents and
staff that the GV Health food service
department prepares healthy meals
in a clean and safe environment,
in compliance with the food safety
legislation and the food service
department food safety program.
An accredited external auditor
conducts an annual audit of the food
processes at GV Health to ensure
compliance. This year, GV Health
food handling practices were in full
compliance.

Total proportion of GV Health
staff vaccinated against
influenza
2011 = 51.9%
2012 = 61.5%
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Wound care
GV Health is working toward standardising
wound care practice throughout the
organisation to ensure every department uses
a standardised approach to the assessment
and management of wounds .
A clinical audit was conducted to assess
every patient admitted to GV Health on
one particular day. This highlighted that the
prevalence of pressure injuries was 17%. The
various areas that could be improved include
documentation, wound care knowledge and
practice, current products and the number
and stage of pressure injuries.
The audit led to implementation of education
for 169 nurses on basic wound care and
pressure injuries.
New documentation has been created to
help improve practice, such as standardised
wound charts and care plans to help assess
patients at risk of developing a pressure injury,
manage their care appropriately and improve
the healing rate of wounds.
All of these changes have and will continue
to make a significant change to the patient
journey at GV Health.

ision 2 Nurse
Tina Cleave, Div

Pressure injuries

Jan/12

2,182
admitted patients

Feb/12

2,243
admitted patients

Mar/12

2,244
admitted patients

30

17(0.8%)
patients with
pressure injuries

Apr/12

2,182
admitted patients

May/12

18(0.8%)
patients with
pressure injuries

17(0.8%)
patients with
pressure injuries

2,308
admitted patients

Jun/12

2,267
admitted patients
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20(0.9%)
patients with
pressure injuries

32(1.4%)
patients with
pressure injuries

39(1.7%)
patients with
pressure injuries

Pharmacist
Neeva Maskey,

Ensuring
medication
safetyy
Introduction of a medication
reconciliation form
The GV Health pharmacy department
designed and implemented a
medication reconciliation form,
detailing the medications patients
have taken before entry to hospital,
any changes during the stay, and
details of medications to be taken
after discharge from hospital. This
form enables closer scrutiny of all
medications being taken by patients
and enables the hospital pharmacists
to inform and explain all medications
to the patients; which has enabled
the reduction of the number of
medications and reduced confusion
for patients when discharged.

National Inpatient Medication
Chart Audit
The pharmacy department conducted
an audit of the medication charts used
for all patient admissions this year.
Analysis of this audit will indicate areas
where improvements can be made to
ensure all medication is given in the
right dose at the right time. These
audit results will be compared with
similar audits at other hospitals within
the State to benchmark the results
during 2012/13.

Gap analysis
An audit of processes and systems
used by the pharmacy was conducted
this year, which highlighted a number
of areas where improvements can be
made:
•

the system is currently being
improved to alert for high risk
medications

•

a new policy on safer storage
of a patient’s own medications
has been implemented,
whereby patient medications
are sealed in a specially
designed bag and transported
with the patient

•

the transport of medications,
both within and outside GV
Health, has been improved
to ensure medications arrive
safely and ready to use at
their correct destination.
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Improving information about
side effects of medications
To improve the communication of
information to patients about their
medication (precautions and side
effects) medication information
leaflets have been made available
in the Emergency Department and
electronically, to enable nursing and
medical staff to access vital information
for patients quickly and easily.

Medication errors

2011/12 errors = 174 and one adverse event
2010/11 errors = 237* and one adverse event
2009/10 errors = 276 and five adverse events
*This number was correct when reported in 2010/11. Since then,
a number of extra incidents have been posted and are now
included in this year’s report.
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Antibiotic stewardship

Nurse-initiated medication
protocols reviewed and
updated
Nurses can initiate the administration
of some medications within GV Health
as part of safe patient treatment.
Protocols have been written this year
relating to these medications and
nursing staff have been trained in
their use, ensuring greater medication
safety for patients.

Orientation manual for
overseas doctors
Many of the medical staff at GV Health
have been trained overseas and
look to the pharmacy department for
direction in improving their knowledge
of medications available in Australia
and the laws relating to prescribing
such medications. All new doctors
receive an orientation with the
pharmacy department to outline the
rules and regulations within Australia
and instruction in safe (and legible)
prescription writing.
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2011/12

25
Number of medication errors

Antibiotic stewardship helps ensure
that antibiotics are used correctly
and not overused, leading to
resistance. GV Health has been
auditing the use of antibiotics and
investigating improvements in the
monitoring of the use of all antibiotics
to reduce the chance of resistance to
antibiotics.

2010/11
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Median
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Use of blood products
Blood donations save lives. Blood is voluntarily donated by the community to
the Australian Red Cross, which provides blood to GV Health patients who
may need it during cancer treatment, trauma or major surgery. Overall, GV
Health administers an average of 428 products each month to approximately
158 patients.
It is vital that the right patient is given the right blood product. Positive patient
identification is important at all stages of the transfusion process. Staff will
confirm your full name and date of birth by asking you to state these details
both during the collection of pre-transfusion blood samples and again at the
time of administration of the transfusion, this safety check helps to ensure that
the right blood product is given to the right patient. Patients are encouraged to
be actively involved with this identification check by GV Health staff.
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Improving
residential
aged care
A new large, flat screen television was
installed this year at Grutzner House,
thanks to the Grutzner House Ladies
Auxiliary. This television enables
residents to be able to watch television
together in a lounge room environment
that feels more home-like. Having a
wall-mounted television also helps
reduce the number of falls relating to
televisions in walk ways.

Thanks to a $10,000 donation from
the Shepparton Club, a family/visitor
room was created at Grutzner House
this year to provide a home-like, low
stimulus environment in which to visit
with friends and family.

Monitoring quality indicators in residential aged care
Prevalence of pressure ulcers

Falls and Fractures (Number of falls)

Parkvilla, Tatura

Parkvilla, Tatura

Q1
Q2
Q3
Q4

2010/11

2011/12

0
0
0
0

1
3
1
1

Q1
Q2
Q3
Q4

2
3
5
5

Waranga Aged Care Hostel
Q1
13
Q2
17
Q3
17
Q4
13

7
11
9
9

0
2
0
0

Waranga Nursing Home
Q1
1
Q2
1
Q3
6
Q4
2

8
1
6
3

0
2
5
5

Grutzner House
Q1
Q2
Q3
Q4

7
11
9
9

Waranga Aged Care Hostel
Q1
3
Q2
3
Q3
2
Q4
3
Waranga Nursing Home
Q1
0
Q2
0
Q3
1
Q4
0
Grutzner House
Q1
Q2
Q3
Q4

1
0
1
3

2010/11

2011/12

19
24
15
8

22
8
5
7

13
17
17
13
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Number of fractures relating
to falls
2010/11

2011/12

Parkvilla, Tatura
Q1
Q2
Q3
Q4

1
0
2
3

0
0
1
0

Multiple medication use

Number of residents using nine or
more medications
2010/11 2011/12
Parkvilla, Tatura
Q1
11
Q2
11
Q3
9
Q4
11

8
10
12
9

Waranga Aged Care Hostel
Q1
8
14
Q2
13
16
Q3
8
13
Q4
10
13

Waranga Nursing Home
Q1
0
Q2
0
Q3
0
Q4
0

0
0
0
0

Waranga Nursing Home
Q1
6
Q2
5
Q3
5
Q4
4

0
1
0
0

Grutzner House
Q1
8
Q2
13
Q3
8
Q4
10

Use of physical restraint
GV Health is a restraint-free environment!

Number of residents who
experienced unplanned weight loss
over three consecutive months
2010/11

Waranga Aged Care Hostel
Q1
0
0
Q2
1
1
Q3
0
0
Q4
0
0

Grutzner House
Q1
0
Q2
1
Q3
0
Q4
0

Unplanned weight loss

2011/12

Parkvilla, Tatura
Q1
1
Q2
1
Q3
1
Q4
0

4
1
1
2

Waranga Aged Care Hostel
Q1
1
0
Q2
4
1
Q3
4
0
Q4
3
0

4
3
4
3

Waranga Nursing Home
Q1
0
Q2
1
Q3
1
Q4
2

2
1
0
0

14
16
13
13

Grutzner House
Q1
1
Q2
4
Q3
4
Q4
3

0
1
0
0

Unplanned weight loss

Number of residents who
experienced significant unplanned
weight loss during the quarter
2010/11

2011/12

Parkvilla, Tatura
Q1
1
Q2
1
Q3
2
Q4
0

0
2
1
3

Waranga Aged Care Hostel
Q1
2
0
Q2
3
1
Q3
4
0
Q4
3
0

Leah Huggard, Lifestyle Co-ordinator, Waranga Campus
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Waranga Nursing Home
Q1
0
Q2
0
Q3
1
Q4
2

2
1
0
0

Grutzner House
Q1
2
Q2
3
Q3
4
Q4
3

0
1
0
0

Continuity
of care
GV Health Community and Integrated Care Services
participate in the annual Department of Health Statewide
Service Coordination and Integrated Chronic Disease
Management surveys.
In 2011, 13 GV Health programs participated in the Service
Coordination survey, compared to 10 programs in 2010 (a
30% increase). Eight programs participated in the Integrated
Chronic Disease Management Survey.
The Service Coordination Survey provides feedback on
responses to consumer requests for information, completion
of consumer initial-needs assessments within a specific
timeframe, and feedback to referrers in response to
consumer needs, within specific timeframes.
The survey process involves an audit of 10 consumer files
per participating program.

Sample of Service Coordination Survey
Results:
Provision of information to consumers’ in response to
their enquiry about services within one working day of
making contact:

44%
2010

73%
2011

Initial needs identification conducted within seven
working days of initial contact:

76%

2010

81%

2011

Referral acknowledgement sent to referrer within two
working days of receipt for urgent referrals:

74%

2010

86%
2011

Referral acknowledgement sent to referrer within seven
working days of receipt for routine referrals:

71%

2010

85%
2011

Care Planning continues to be a priority area for
Community and Integrated Care Services at GV Health.
A working group was formed in 2011 to plan for the
implementation of a consumer-centred approach to
care planning.   The Rural Allied Health Team is in
the process of trialling an innovative, electronic care
planning tool.
The Care Planning process and tool will include the
following elements:
a.

Consumer stated or agreed issues/problems,
objectives/goals and strategies/actions

b. Review date of care plan
c.

Timeframe for attainment of objectives/goals

d. Responsibilities for implementing strategies/actions
e.

Participants involved in the development of the care
plan

f.

Consumer acknowledgement recorded
(signed or verbal)

g. Date care plan was developed
h.

Goal/objective attainment
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Consumer, carer
and community
participation
Listening to staff
GV Health conducted a Patient
Safety Culture survey last year to
assess the safety culture at GV Health
and increase awareness of patient
safety. The survey, conducted by
the University of NSW and Quorus
consultants, received a 69% response
rate. The survey assessed the
collaboration and communication
between staff, the effectiveness of
teamwork, the level of job satisfaction,
perception of management, working
conditions and stress levels.
One survey outcome highlighted
that staff expressed a desire to
communicate with management
more easily. In response, GV Health

developed an intranet blog to give
staff the opportunity to submit ideas
and comments (anonymously or not)
to management and to encourage
other staff members to also suggest
solutions to issues raised.
To improve communication, GV Health
has arranged a series of successful
communication workshops for staff.

Feedback is received via surveys,
feedback forms and letters from
consumers and via various consumer
consultative and advisory committees.
In 2011/12, a total of 280 complaints
were received, compared to 203
complaints received in 2010/11; an
increase of 77 complaints.

Listening to feedback
Consumer feedback is important to
be able to continue to improve the
services offered. All the feedback we
received is collated and reported on,
which prompts an assessment of
areas that need to be addressed.

Complaints by issue type - July 2011 to June 2012
0
Behaviour/conduct/abuse
Access/Admission
Ongoing Care/Management
Documentation
Treatment/Procedure
Facilities/Environment
Clinical Diagnosis
Communication
Adverse Outcome
Medicines
Administration
Discharge

Privacy/Confidentiality Breach
Accessibilty
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GV Health also receives many
compliments each year.

“The doctor was brilliant and
an asset to your surgical team.
He was efficient and treated
my child with great care and
humour. The nurses treated
my child with such a high
standard of care and also had
a delightfully warm manner.
I realise the value of positive
feedback to staff who, at times,
work under chaotic and trying
circumstances.”
			July 2011

A time
to care
The true power of healing
Lay not in the green floors,
The white walls,
Syringes,
Medication,
or intravenous drips,

“Just a short note to say thank
you for all the work you did for
me over the last few years. I
know you were “just doing your
job” but all the extra details
showed that you really cared
and were very committed to
your work. You have made a real
difference to my life, you have
helped me to be an independent
and effective person in my family
and community.”
Anonymous, 2 February 2012

but rather...

“Professional approach by all
disciplines. For those suffering
dementia, tact and patience
were shown. Humour used
effectively. Sage advice given. All
matters followed up. Impressive
service.”
Jim, November 2011

There is a hospital unit
in a country town
that knows this,
and lives by it;
To all who cared not only for my mother,
but for me,
at Mary Coram Rehab

“Thank you so much for
changing my life. Your team is
very professional and I am so
proud that we have such high
standards of care in the country.
Everyone at GVBH is great.”
Jan, 25 January 2012

In the blue-eyed doctor
who takes the time to sit and chat
In the overworked nurse
who takes time to give you a hug
In the social worker
who cares enough to listen;
and the understanding that as difficult as watching
people in pain is for them...
for the loved ones it is even more so.

I humbly say ...
Love,
Blessings,
Gratitude
and heartfelt thanks;
We, the families of Shepparton,
the young, the elderly and the inbetween,
are so very lucky to have you.
Dianne Traynor, 1 July 2012
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Consumer
Consultative
Committee
Rita

ltative Committee

onsumer Consu

ber of the C
Bloomfield, mem

T

he GV Health Consumer
Consultative Committee (CCC)
is a group of consumers who
meet monthly and provide community/
non-medical views and information to
management and staff.
The CCC has driven many valuable
initiatives this year throughout the
organisation.
One example was the identification of
issues with the ease of use of signage and
maps at the Shepparton campus. The
CCC provided significant input to make
improvements which would help visitors
navigate the facilities more easily.

Some complaints were lodged formally
and many expressed informally that there
was an issue with car park signage at the
Shepparton campus, which led people
to think they needed to enter the main
entrance to visit pathology collection;
causing much unnecessary walking to
and fro. There was no clear signage that
directed those looking for pathology
collection to the Oncology building.
As a result, new pathology collection
signage has been displayed on the
Oncology building which has helped
visitors to find their way.
The CCC also provided important input to
the preparation of this report.
If you are interested in joining the
Consumer Consultative Committee,
please contact Margo Koskelainen on
(03) 5832 2703.
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Readers’ Survey
We invite you to comment on GV Health’s Quality of Care magazine so that we
can continue to improve and meet your needs.
Please complete and return your reader survey to Quality and Risk Unit,
Goulburn Valley Health, Graham Street, Shepparton VIC 3630 to
be entered in the draw to win one of two vouchers for dinner at Sebastians
Restaurant, Shepparton. Simply return this survey by Monday, 25 February 2013.
The winner will be notified via phone/email on Thursday, 28 February 2013.

WIN

two at
Dinner for staurant,
Re
Sebastians parton
Shep
won)

00 each to be
uchers of $1
vo
ize
pr
o
(tw
restaurant
NS
SEBASTIA
Shepparton
m Street,
65 Wyndha
5821 3088
Phone: (03)

What is your overall opinion of this report?
...................................................................................................................................................................................
...................................................................................................................................................................................

What did you like most about this report?
...................................................................................................................................................................................
...................................................................................................................................................................................
...................................................................................................................................................................................

What did you like least about this report?
...................................................................................................................................................................................
...................................................................................................................................................................................
...................................................................................................................................................................................

How could the report be improved next year?
...................................................................................................................................................................................
...................................................................................................................................................................................

Do you have any suggestions of other services that GV Health could offer the community?
...................................................................................................................................................................................
...................................................................................................................................................................................
...................................................................................................................................................................................

Are you interested in becoming a volunteer at GV Health?

 YES (please include contact details)

 NO

Other general comments?
...................................................................................................................................................................................
...................................................................................................................................................................................
...................................................................................................................................................................................

Please tick the age range that applies to you:
<20

21-30 31-40 41-50 51-60 60+

Can you please tell us which suburb/town you live in?.................................................................
Name: ..................................................................................................................................................
.............................................................................................................................................................
Address: .............................................................................................................................................
............................................................................................... Postcode:............................................
Phone:.................................................................
Email: ..................................................................................................................................................
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l Services & Clarrie Bailey.

Louise Adams, Waranga Aged Care Hostel Hote
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GOULBURN VALLEY HEALTH

ASSOCIATED HOSPITALS

Goulburn Valley Health Shepparton Campus

Nathalia District Hospital

Graham Street, Shepparton, Victoria, 3630
Tel:
(03) 5832 2322
Fax:
(03) 5821 1648

36-34 McDonell Street, Nathalia, Victoria, 3638
Tel:
(03) 5866 9444
Fax:
(03) 5866 2042

Mental Health Campus

Yea & District Memorial Hospital

Monash Street, Shepparton, Victoria, 3630
Tel:
(03) 5832 2111
1300 369 005
Fax:
(03) 5832 2100

47 Station Street, Yea, Victoria, 3717
Tel:
(03) 5736 0400
Fax:
(03) 5797 2391

Beta Street, Seymour, Victoria,3660
Tel:
(03) 5735 0333
Fax:
(03) 5799 0946

Tatura Campus

Tatura Hospital & Parkvilla Aged Care Facility
64-68 Park Street, Tatura, Victoria, 3616
Tel:
(03) 5824 8400
Fax:
(03) 5824 8444

Waranga Campus

Waranga Memorial Hospital
Coyle Street, Rushworth, Victoria, 3612
Tel:
(03) 5851 8000
Fax:
(03) 5856 1916
Waranga Aged Care Hostel
14 High Street, Rushworth, Victoria, 3612
Tel:
(03) 5851 8050
Fax:
(03) 5851 1145
Waranga Medical Centre
10 High Street, Rushworth, Victoria 3612
Tel:
(03) 5851 8400
Fax:
(03) 5851 8425

UNA House Campus

102 Corio Street, Shepparton, Victoria, 3630
Tel:
(03) 5823 6555
Fax:
(03) 5822 2584

Centre Against Sexual Assault Campus
Nixon Street, Shepparton, Victoria, 3630
Tel:
(03) 5831 2343
Fax:
(03) 5831 1996

91-99 Knight Street, Shepparton, Victoria, 3630
Tel:
(03) 5823 6000
Fax:
(03) 5831 8500

GV Health Foundation
Tel:

(03) 5832 2192

GV Health Volunteer Services
Tel:

(03) 5832 2768

www.gvhealth.org.au

Cert no. L2/0021.2011

www.homegrowndesign.com.au

Centre for Older Person’s Health Campus

