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Our Strategic Purpose
Hepburn Health’s strategic purpose is to provide 
high quality, person-centred and integrated 
health and wellness services across the Shire of 
Hepburn, ensuring consumers receive the care 
they need in the appropriate setting.

Your Local Health Service
Hepburn Health services a rural population of 
15,000 across Hepburn Shire with sites in the 
major townships of Clunes, Creswick, Daylesford 
and Trentham.
Hepburn Health is committed to providing 
dynamic and innovative community outreach and 
bed-based services, either directly or through 
effective partnership arrangements.
Our services encompass all stages of life, 
including keeping people well, early intervention, 
treatment of illness, and aged care through to 
dignified dying.
With a headcount of 380 staff, Hepburn Health 
is the largest employer in Hepburn Shire. 
Our workforce is spread across a diverse range 
of services, including nursing, administration, 
clerical, hotel and environmental services, 
allied health and medical support.

Traditional Owners
Hepburn Health respectfully acknowledges the 
Dja Dja Wurrung as the Traditional Owners and 
original inhabitants of the region. Dja Dja Wurrung 
country incorporates a large portion of land in the 
central region of Victoria between the Avoca and 
Loddon rivers.

Our Commitment
We will demonstrate Hepburn Health values 
in all that we do.
We will deliver personal, connected, effective 
and safe care to all our consumers across the 
continuum of care, every time.

Our Values
Respect Integrity Care Creativity

From Maree Cuddihy (CEO) 
and Phillip Thompson (Chair)
On behalf of the Board and staff, we are delighted 
to present you with our 2018-2019 Quality Account. 
The Quality Account helps us convey information to our 
community about the quality and safety of care and 
services provided at Hepburn Health. In this document, 
we present measurable indicators and standards in a 
way we hope is easy to understand. 
Our teams have been busy over the last twelve 
months providing our community with the healthcare 
they need and we have celebrated a number of 
initiatives and achievements across the organisation. 
These include: 
• Upgrading of monitoring and diagnostic equipment 

in Urgent Care at Daylesford so that staff have 
access to technology that supports effective 
assessment of patients who present with urgent 
health issues;

• Introduction of patient communication boards 
in acute inpatient wards to help patients and their 
families be better informed about ‘real-time’ care, 
and to support enhanced communication between 
patients, families and staff;

• Working with residents, their representatives and 
their doctors to reduce the use of physical restraint 
in residential aged care, which continues to be well 
below state average.

• Launching a new user-friendly website to improve 
visibility and understanding of the services offered 
to the community by Hepburn Health.

Hepburn Health’s commitment to care and services 
that are safe, effective, coordinated and personal was 
reinforced by the achievement of full accreditation, 
including “Rainbow Tick Accreditation”, across all our 
services.
As always, we welcome your feedback and I invite you 
to drop me a line at info@hhs.vic.gov.au or get in touch 
via our Facebook page. 
The Quality Account accompanies our 2018-19 
Annual Report. Both publications are available at any 
of our campuses and can also be viewed on line at 
www.hhs.vic.gov.au.  If you would like to be mailed 
a copy of either report please contact 5321 6500 or 
email info@hhs.vic.gov.au.
Please enjoy this account of the care and services 
we provide for you, our community.
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Thank you to our 
Hepburn community
We wish to thank the residents, clients, 
patients, volunteers and employees of 
Hepburn Health for supporting us in 
creating our 2018-19 Victorian Quality 
Account.
Thank you for sharing your stories, feedback 
and pictures which are included in this 
year’s account. Thank you for giving your 
personal time to meet and talk about your 
experiences.
Throughout the process, the community 
support and encouragement across all our 
campuses has been encouraging and greatly 
valued.
We in turn hope that your stories have been 
told with utmost respect.  We are proud of 
our community and the wonderful year that 
our Quality Account reflects.

Health Care — 
Close to home
Care is provided to your community 
through:
• Urgent Care at Daylesford Hospital 

24 hours a day 7 days a week
• Inpatient services at Daylesford and 

Creswick Hospitals
• Dialysis and Theatre services at 

Daylesford Hospital
• Longer stay, rehabilitation and palliative 

care at Daylesford and Creswick 
Hospitals

• Aged Care services including residential 
facilities (Daylesford, Creswick, 
Trentham), home-based and social 
models of care at all locations

• Primary Healthcare (community) services 
provided at Clunes, Creswick, Daylesford 
and Trentham

Local artisan milliner, Liza, is an avid gardener and is 
building a beautiful native garden from scratch in her 
home in Daylesford on the hill behind the hospital. 
As a child Liza was quite sensitive to bee stings, 
so she was relieved to find that her reaction to a 
sting on her hand was just a little swelling. She was 
pleased that her immunity must be quite good.
One week after the sting, she was back out in 
the garden. With no gloves on, she scooped up 
some dirt and was stung again by a hidden bee. 
Quite quickly her hand swelled and her whole body 
started itching. She described the feeling as “blood 
boiling and an unbearable itch, even with ice packs.” 
When she started to feel like it was getting hard to 
breathe, she knew she was in real trouble and that 
she was having an anaphylactic reaction.
The hospital is only a block away, so instead of 
taking the time to get in her car, she ran down the 
street and straight to the Urgent Care entrance. 
She received immediate treatment from the nurse, 
with the doctor coming in later. She was monitored 
for four hours and allowed to go home.
“I am hugely grateful that I knew there was an 
Urgent Care unit at the hospital, and that it was 
available 24 hours. The nurses were so wonderful, 
thoughtful and attentive. Thank goodness for 
having a local hospital. I now have an EpiPen in the 
cupboard and in the glovebox of the car … and I 
always wear gloves when I garden.” 
Liza

Patient story
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The Victorian Healthcare Experience Survey (VHES) Adult Inpatient Questionnaire seeks to discover 
the experience of patients who have been admitted to a Victorian public hospital. Patients recently 
discharged from acute inpatient services are randomly selected by the Victorian Department of Health 
and Human Services and invited to participate in the survey

Consumer, Carer and 
Community Participation

The best things about my stay …

“Service, quality employees and clean 
hospital.”

“Being treated for my problem, 
with care and consideration.”

“The local staff. Tea and sandwiches 
after operation and the warm blanket.”

VHES (adult inpatient) positive patient 
experience responses

VHES (adult inpatient) very positive responses 
to questions on discharge care

Comment: We pride ourselves on providing a caring, 
person-centred service, and our staff love to hear that 
their patients have felt well cared for. Thank you for 
your positive comments that we have been able to 
feed back to staff.

Comments
“The hospital … has an exceptionally 
good rapport with the community as 
staff are drawn from it. This makes the 
hospital experience feel part of one’s 
total care with kind caring people 
looking after you.”

“I knew exactly what was going on 
at all times and felt that all staff 
members were concerned for any 
condition and welfare.”

98% 96%

Average response for 2018/19 = 98%
Target = 95%

Average response for 2018/19 = 96%
Target = 75%

Hepburn Health Results
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“Communication could be improved 
with spouse and family about expected 
procedure waiting times.”
Comment: Our surgical services team recently 
introduced staggered admission times so that patients 
wait the least amount of time possible before their 
procedure.
Unfortunately we can’t always anticipate the 
length of time it will take a patient to recover following 
their procedure. But one thing is certain … all patients 
recover in their own time!
This impacts on the period of time patients need 
to stay in recovery and then in the ‘awake recovery’ 
area before they can go home. We need to make sure 
patients are stable, have effectively recovered from 
their procedure, and are safe to leave. Our staff try to 
contact the person responsible for picking up a patient 
at least an hour before the patient is ready to go home.

“Updating equipment.”
Comment: Hepburn Health constantly reviews the 
service’s infrastructure and equipment to ensure 
care is provided in a safe and effective manner. In the 
last 12 months, Hepburn Health has purchased 
equipment across all services. Some examples include: 
a new patient monitor in Daylesford’s Urgent Care 
Centre; transfer wheelchairs for community clients; 
air conditioner and new floor covering in Creswick NH 
lounge/dining room.
In addition, a number of very generous donations 
have been made to fund the purchase of equipment 
and upgrading of rooms such as the Creswick Palliative 
Care room.

The things that could be improved …

“Too long waiting for a doctor to see 
me in Urgent Care.”
Comment: Hepburn Health provides a 24/7 
Urgent Care Centre at Daylesford Hospital for the 
treatment of non-life-threatening medical conditions. 
Treatment is provided by nurses who may call in a 
doctor as needed, as we do not have a doctor on 
site. Patients who present to the Urgent Care Centre 
are assessed by one of our senior nurses who may 
then contact a doctor for advice and/or treatment. 
The length of time it takes for a doctor to attend will 
depend on the urgency of the patient’s condition and 
the availability of the on-call doctor at that particular 
time. We make every attempt to keep the patient 
comfortable and safe while waiting for a doctor to 
attend. Nurse Wendy shows the new equipment in Urgent Care.

Creswick Palliative Care Room.
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Measuring your experience
Consumer, Carer and Community Participation
The Integrated Primary Care (IPC) team supports consumer, carer and community participation in a variety of 
ways and the success of our initiatives in this area resulted in a positive 2018 Victorian Health Experience Survey 
response where we received the following feedback:

“I feel I was treated with respect and dignity at the 
health service.”

100%
agree

Hepburn Health result

92%

State result
Comment – Great result! Well above average state 
results, and 4% improvement from 2017 results.

State result

“I was treated fairly.”

100%
agree

Hepburn Health result

91%

Comment – Great result! Well above state average.

“If I needed to, I know how to make a complaint at 
the health service.”

67%
agree

Hepburn Health result

58%

State result
Comment – a 7% improvement to 2016 data, and 
reflective of a shift in perspective in respect to 
every interaction being a learning and improvement 
opportunity.

“Overall I would rate the care I received as good 
or very good.”

100%
agree

Hepburn Health result

96%

State result
Comment – Great result … for the third year in a row!

“I would recommend this service to a friend and/or 
family.”

97%
agree

Hepburn Health result

83%

State result
Comment – Great result. Significantly above state 
average and a 5% improvement from 2017 results.

We attribute this high level of achievement to the 
inclusive and supportive approach taken by all IPC staff 
in the delivery of care to our community. Staff employ 
a person-centred care model that looks at the whole 
person, ensuring that time is taken to identify common 
health and wellbeing goals. Where further care is 
indicated, a multidisciplinary care plan is implemented. 
This can extend beyond IPC, often across several care 
providers and support organisations.
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How Hepburn Health helps consumers, carers and community members participate fully 
in their healthcare
Examples of how we actively seek to build capacity and relationships with consumers, carers and community 
members:

1. Commitment from the top down as shown in our 
recently revised Strategic Plan:

Hepburn Health’s strategic purpose is to provide 
high quality person-centred and integrated health 
and wellness services across the Hepburn Shire, 
ensuring consumers receive the care they need in the 
appropriate setting. This is to be achieved through 
our actions by following our values: Respect, Integrity, 
Care and Creativity.

2. Establishment of the Community Advisory 
Committee:

The Community Advisory Committee was appointed 
by the Board in 2018, Made up of two community 
members from Daylesford, Creswick, Clunes and 
Trentham, its role is to advance consumer, carer and 
community perspectives in Hepburn Health. 
The Community Advisory Committee influences 
strategies to ensure that person-centred care remains 
at the forefront of Hepburn Health, to provide strategic 
advice and to identify new initiatives and improved 
services.

3. Exploring extended hours for community health 
service:

Integrated Primary Care successfully applied for a 
small grant from the Western Victorian Primary Health 
Network (PHN) to undertake a feasibility study and 
conduct a three-month extended hours trial within the 
Community Health  Service.
This came about in response to the growing need for 
services to be delivered to our communities outside of 
traditional working hours. A further need is to provide 
greater access to allied health services for clients, 
and to increase employment flexibility for staff.
To date the project has received 200 community 
responses to a consumer survey demonstrating 
overwhelming support, as well as staff consultation 
and Consumer Advisory Committee input.
Initially the concept will see physiotherapy and 
podiatry services offered a day per week until 
7.00pm in both Creswick and Daylesford campuses. 
The trial period, running from October to December 
2019, coincides with the commencement of daylight 
saving time.

Nurse Gloria and Trentham resident Valda.
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Accessing language services
Across the shire, English is the dominant 
language spoken at home. Hepburn Health does 
however recognise the need for interpretive 
services for residents, patients and clients. 
We use the Victorian Interpreting & Translation 
Services (VITS) who provide interpretive services 
in languages such as Italian, Greek, Croatian, 
Serbian and Polish. 

These services are available 24 hours a day.  
They are provided in a number of different ways 
including by telephone and video 
(Auslan). Arrangements can 
be made between by our staff 
and VITS to ensure timely and 
confidential access to relevant 
interpreting or translation services.

4. Communication boards in acute care at Daylesford
Communication boards were introduced in acute care 
to support real-time communication with patients and 
their families, nurses, doctors and allied health. Boards 
are located next to each patient’s bed and are updated 
throughout the day so the patient knows exactly what’s 
happening with their care. Patients and their families 
are encouraged to write messages to staff too. 

5. Building consumer capacity to participate 
in their health care

Based on the success of the Daylesford Support 
Group for Carers of People Living with Dementia, 
the program has expanded into the Creswick and 
Clunes communities. It is supported by Dementia 
Australia and the Hepburn Shire Council.

Patient Nancy, Student Nurse Chris and Nurse Chris in Daylesford Acute Ward. Daylesford Support Group.
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Equitable & 
responsive services 

and programs

Providing a culturally and 
psychologically safe and 
welcoming environment

Building a culturally 
responsive workforce

Partnerships with 
diverse communitiesEffective & evidence-

based approaches

Diversity and Vulnerability Action Plan
Hepburn Health is a major provider of public 
health and wellbeing services across the Hepburn 
Shire. Our communities are richly diverse with 
wide differences in health and wellbeing status. 
This diversity calls for a complex range of services.
Hepburn Shire includes:
• people from Aboriginal and Torres Strait Islander 

backgrounds
• people from culturally and linguistically diverse 

(CALD) backgrounds
• people living in rural and remote areas
• people experiencing financial disadvantage or social 

disadvantage
• people who are homeless or are at risk of becoming 

homeless
• veterans
• people who are lesbian, gay, bisexual, transgender 

or intersex (LGBTI)
• people who are care leavers (including Forgotten 

Australians, Former Child Migrants and Stolen 
Generations)

• parents separated from children by forced adoption 
or removal

• people who are disabled, including those with 
cognitive impairment

• children at risk of harm or neglect
• people who are victims of (or at risk of) family 

violence
• people who are carers of people living with 

dementia
• elderly
• carers
• families where both parents are working
• retirees who are reasonably well-off but face 

health challenges
• older citizens living alone 
There are differences in health and wellbeing 
outcomes for people from diverse backgrounds, 
e.g. participation in screening programs, physical 
activity levels, and reports of psychological 
distress. People from backgrounds may experience 
and use our health services differently. So it is 
important that Hepburn Health provide services 
that respond to, and consider all forms of, diversity 
and vulnerability. 
Our strategic purpose, values and commitment to 
our consumers is to deliver care that is personal, 
connected, effective and safe across the continuum 
of care, every time a consumer has contact with our 
services. These goals directly respond to the goals 
identified for inclusiveness and diversity:
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Providing Your Feedback and Complaints
Hepburn Health values consumer feedback and is 
committed to best practice in complaints management. 
We recognise that timely, appropriate and sensitive 
responses to consumers’ concerns promotes consumer 
confidence and satisfaction. It also helps Hepburn 
Health learn from consumers’ experiences so that we 
can improve our care and services.
We welcome all types of feedback including 
compliments, comments, concerns and complaints. 
Consumers can provide feedback in a number of ways.
• Talk to staff in person
• Fill out a feedback form and ‘post’ it in a yellow post 

box while you’re at one of our services, or send it to 
us in the mail

• Send us feedback through our website by filling 
in an online feedback form

• Send the complaints manager an email 
yourexperience@hhs.vic.gov.au or phone 
on 5321 6567.

Wherever possible, we respond to formal complaints 
within 2 working days, and actively work toward 
resolving the issue(s) within 28 working days.
In January 2019 Hepburn Health began measuring 
the ‘types’ of complaints using a Healthcare 
Complaints Analysis Tool. This is helping us to group 
common themes within complaints, and to prioritise 
improvement work identified in response to recurring 
themes.

Quality and Safety

Patient safety culture questions Target Result

“I am encouraged by my colleagues to report any patient safety concerns I may have” 80% 97%

“Patient care errors are handled appropriately in my work area” 80% 96%

“My suggestions about patient safety would be acted upon if I expressed them to my 
manager” 80% 94%

“The culture in my work area makes it easy to learn from the errors of others” 80% 89%

“Management is driving us to be a safety-centred organisation” 80% 93%

“This health service does a good job of training new and existing staff” 80% 80%

“Trainees in my discipline are adequately supervised” 80% 85%

“I would recommend a friend or relative to be treated as a patient here” 80% 90%

Overall positive response to safety culture questions 80% 91%

People Matter Survey (PMS) 2018 
Every year Hepburn Health participates in a state-
wide survey of staff who work in Victorian public 
health services. A number of questions in the survey 
relate specifically to the patient safety culture of 
organisations. 
Hepburn Health’s 2018 PMS results relating to patient 
safety culture were on or above target. The table 
below shows the percentage of positive responses 
from staff for each of the safety culture questions.
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People Matter Survey 2018 – Community Services
In the opinion of Integrated Primary Care (IPC) staff, 
the annual 2018 People Matter Survey has shown that 
IPC rates highly in respect to:

Staff said …
“We would like regular updates 
on what’s happening in health at 
a government level, and with our 
own health service.”

Examples of how we responded …
• Regular information sharing sessions at our site/service with 

executive and management via ‘CEO Forums’.
• Newsletters from the CEO with input from all service areas where 

changes were occurring.
• Updates regarding proposed amalgamation with Kyneton Health 

were provided when new information was available.

Staff said …
“We want to know more about 
how to manage difficult situations 
at work including challenging 
behaviours.”

Examples of how we responded …
• Dementia Training Australia conducted environment scans in 

our residential aged care facilities. They used this information 
to construct and conduct training, relevant to each unique 
environment, for staff in caring for elderly residents who have 
dementia.

• Management of clinical aggression (MOCA) training was rolled out 
across Hepburn Health and continues to be provided to all staff. 
By June 2019, 65% of employees had participated in MOCA training.

95% People in my work group treat each other 
with respect

86% People in my workgroup are honest, 
open and transparent in their dealings

76% Workload is manageable

22% People in my workgroup generally coped 
with change

24%
My organisation has effective procedures 
in place to support employees who may 
experience stress

33% My organisation places a high priority 
on learning and development of staff

However opportunities for improvement exist 
in respect to:

Change management practices, workplace and 
personal stress, and the opportunity for professional 
development present as the biggest challenges from a 
workforce perspective. All are complex organisational 
challenges at a time of much change occurring in the 
primary care sector.
Our workforce is committed to working both internally 
and externally to improve this experience for staff, with 
the intention to address these challenges in adopting 
an inclusive, whole of organisation strategy.

These results were shared with staff in small feedback sessions and whilst the results were very 
positive, staff offered further insight and suggestions as to how patient safety culture could be improved. 
Below are some examples of what staff said, and how Hepburn Health has responded.
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Accreditation status
Hepburn Health has maintained full accreditation 
against the National Safety and Quality Health Service 
Standards (2nd edition) which monitors patient safety 
and quality of care in acute and community health 
services.
In early 2019, Hepburn Health’s residential aged 
care facilities at Daylesford and Creswick underwent 
accreditation against the Commonwealth’s Aged Care 
Accreditation Standards. Creswick was found to be fully 
compliant with these standards and was re-accredited 
for three years.
Daylesford was also re-accredited for three years, 
however, assessors found compliance in 43 out 
of 44 expected outcomes. The one outcome not 
achieved (Leisure Interests and Activities) was found 
to be fully compliant within two months of the 
initial finding. Staff and volunteers worked closely 
with residents and their representatives to identify 
what could be improved to provide each and every 
resident with the best possible environment and 
activities to support their current interests and 
wellbeing. Changes were made to the activities 

programing, unique individualised lifestyle posters 
were introduced, an ‘About Me’ pamphlet developed 
to seek information from residents prior to admission 
and equipment was purchased. Staff volunteered their 
time to participate in working bees to improve gardens 
in the courtyard and outdoor areas.
Many of our Daylesford aged care residents watched 
on as staff and their families rallied together one sunny 
day earlier this year for a working bee to improve an 
internal courtyard in the facility. Items were purchased 
by Hepburn Health for the ‘makeover’ and there were 
many generous donations of plants, containers and 
outdoor furniture. Residents enjoyed watching the 
activity of many, and were thrilled to see the garden 
transformed to an area that has been used regularly 
ever since. 
Kristy, a part-time staff member at Daylesford, enjoys 
gardening and bushwalking, along with bringing up 
her 2.5-year-old son. She heard that the Daylesford 
Residential Aged Care was holding a working bee to build 
new raised vegetable beds for the residents. Kristy saw 
the opportunity to get to know more people at her 
new workplace and to give back to the community.

Staff member Kristy with her son at the working bee.

Working bee at Daylesford Residential Aged Care. ChillOut Festival Parade.
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Rainbow Tick accreditation was also achieved across 
the whole health service in March 2019. Feedback 
from assessors was very 
positive about the way 
Hepburn Health is inclusive 
of, and supports, the LGBTI 
community in all our services.

Reporting adverse events
Hepburn Health is committed to supporting an 
environment that provides safe, effective, high-quality 
care for all our patients, residents and clients.
Many strategies are used to support this commitment, 
one of which is supporting staff to report adverse 
events. All events were reviewed to ensure care 
provided was appropriate, and to see if we could 
do things better. We also communicate openly and 
honestly with patients/residents/clients and their 
carers if an adverse event occurs.
Public hospitals across Victoria, including Hepburn 
Health, use the Victorian Healthcare Incident 
Management System (VHIMS) to report adverse 
events, which classifies events according to an incident 
severity rating (ISR).
In 2018-19 there were no adverse events resulting in 
severe harm (ISR 1 – also known as a sentinel event). 
Four adverse events with an ISR of 2 (moderate 
harm) were reported in residential aged care and 
one in acute care. All events related to falls that 
resulted in harm (fracture or head injury) requiring 
hospitalisation.

Staff at ChillOut Festival Parade.

Kristy, her partner and 2.5-year-old son went 
along on the day – all with gloves, tools and 
buckets in hand.
“As a new employee it was great to get involved 
more closely – helping out the organisation, meeting 
staff in a social setting, providing my family the 
opportunity to get involved with my workplace.” 
Kristy says “Because work is such as significant part 
of our daily lives, it was wonderful to enable my 
family to be involved and to spend some quality 
time together. My son had a brilliant time and I 
believe it helped him to understand that he is part 
of a broader community. We loved the interaction 
with the residents and felt we made a difference.”
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Resident and patient falls continue to be one of the 
16 highest hospital-acquired complications in acute 
care1, and are responsible for 87 per cent of injury 
hospitalisations in 85+ year olds2.
Hepburn Health continues to seek best practice in 
the area of falls prevention and harm minimisation. 
Equipment such as standing and lifting hoists, walking 
aids, sensor mats and alarms, and non-slip socks are 
standard in all inpatient and residential services.
Over the last 12 months, falls working groups in both 
acute and residential aged care have been developing 
further initiatives to improve falls prevention. 
Acute services have recently introduced ‘Standard 
Falls Precautions’ for all staff to follow, and promoted 
‘Call Don’t Fall’ strategies for patients.

Prevention and control of healthcare-associated 
infections, specifically Staphylococcus aureus 
bacteraemia rate
Hepburn Health has low rates of infection but any 
hospital admission carries with it the small possibility 
of an infection. The more vulnerable the person and 
the more procedures required during an admission, 
the greater the risk of infection. In the last 12 months 
Hepburn Health has had:
• Zero Staphylococcus aureus bloodstream infections 

(SAB) reported.
• Two Occupational Exposures occurred where staff 

injured themselves with contaminated sharps 
(needle or instrument). Appropriate follow-up for 
staff occurred.

• No surgical site infections were reported.
Hand hygiene contributes significantly to keeping 
patients safe
It is a simple, low-cost strategy to prevent the spread 
of many of the microbes that cause healthcare-
associated infections (HCAIs). While hand hygiene 
is not the only measure to counter HCAIs, it can 
dramatically enhance patient safety.
Our hands may look clean, but many germs may 
be still present which could transmit disease. 
Alcohol-based hand rub (ABHR) is effective against 
many types of bacteria and viruses, which are invisible 
to the naked eye.
Improving the hand hygiene of healthcare staff is 
one of the most effective ways of preventing and 
reducing the spread of HCAIs. Audits of staff’s hand 
hygiene practices at Daylesford and Creswick acute 
services continue to be above Hand Hygiene Australia’s 
compliance targets.

 

1 Hospital-Acquired Complications Information Kit (2018) Australian 
Commission on Safety & Quality in Health Care.
2 Hospital separations due to injury and poisoning 2009-2010 (2012) AIHW 
as cited in NARI presentation Falls: Facts and Figures by Dr F Batchelor 
(2015).
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Falls Campaign in Acute Care.
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Rate of healthcare workers’ immunisation 
against influenza
The Department of Health and Human Services ‘High-
performing health services, Victorian Health Services 
Performance monitoring framework 2018-19’, includes 
a state-wide target of 84 per cent of health service 
staff employed during the influenza period to be 
vaccinated. The healthcare worker influenza vaccination 
is a key performance indicator within the performance 
assessment score for health services. Hepburn Health 
achieved a total of 82.5 per cent in 2018. Hepburn Health 
received a total compliance rate of 84.3 per cent for 2019.
Report against the five public sector residential 
aged care quality indicators
In Victoria every public health sector residential aged 
care service (PSRACS) participates in the Department of 
Health and Human Services quality indicator program. 
Quality indicators aim to improve care for residents by 
helping us identify performance issues, flag concerns 
and prompt us to make improvements to care.
We monitor and benchmark:
• Falls and fall-related fractures
• Use of restraint
• Use of nine or more medications
• Unplanned weight loss
• Pressure injuries
These graphs provide combined average results for all 
three of our residential aged care facilities at Creswick, 
Daylesford and Trentham.
The rate of falls resulting in serious harm (fractures) 
continues to be below state average. This is in spite of a slight 
overall increase in the rate of falls over the last 12 months.
All residents are assessed for their risk of falls every 
two months and/or when their condition changes. 
This ensures staff continually check the most 
appropriate strategies are in place to reduce the risk 
of residents falling and, should they fall, reduce the risk 
of serious harm such as a fracture. Equipment such as 
low-low beds, standing and lifting hoists, sensors and 
alarm mats are used in all our facilities.
Hepburn Health residential aged care staff and 
management continue to prioritise improvements in 
reducing the incidence and consequences of falls. In the 
last 12 months assessment documents and care plans 
have been streamlined to provide staff with relevant, 
up-to-date and individualised strategies for residents 
at risk of falling that are concise and easily accessible. 
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There is open communication with residents or their 
representatives about the risk of falls versus quality of life. 
The new Aged Care Quality Standards support the dignity 
of risk, acknowledging a resident’s right to make informed 
choices about risks they may choose to take such as 
walking without aids or without the supervision of staff.
A restraint-free environment is a basic human right 
for all residents and HHS is committed to providing a 
safe environment that supports freedom of movement, 
quality of life and resident dignity and choice.
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As the Use of physical restraint graph indicates, 
Hepburn Health and the industry as a whole continues to 
actively work toward reducing the use of restraint in all 
facilities. If restraint is found necessary, the least restrictive 
form is used and is regularly monitored while in use.
Restraint is only used: (a) when all alternatives have 
been explored, and (b) with the consent of the resident 
or their representative and the treating doctor.
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Escalation of care processes – 
information of processes in place
Hepburn Health has mechanisms to identify a patient 
whose condition is deteriorating. These include 
observation (temperature, pulse, blood pressure 
and respirations) charts that ‘flag’ to staff when a 
patient is becoming unwell and needs further help. 
This works by simply using a colour-coded system – 
when observations are written in an area of the chart 
that is orange, staff must notify the nurse-in-charge 
who then becomes involved in further assessment 
and action. If observations fall into the purple area 
of the chart, staff must contact the on-call doctor  
and/or call an ambulance.
Hepburn Health is also committed to developing staff 
and consumers’ understanding about the importance 
of encouraging the patient, family member and carer 
role in voicing their concerns if they notice a patient’s 
deterioration. Our ‘If you are worried … PLEASE TALK 
TO US’ posters aim to give consumers confidence to 
speak up and talk to staff if they are concerned about 
a patient’s health or wellbeing. Nurses Derek and Linda.
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Victorian Health Experience Survey (community) 
responses in two areas: Access and Environment
The new Daylesford Integrated Primary Care reception 
facilities redevelopment has focussed on improving 
overall safety and privacy for both consumers and 
employees. Our clients rated us for accessibility and 
environmental factors in the 2018 Victorian Health 
Experience Survey response whereby we received the 
following feedback:

Reception staff were polite and helpful.

100%

Hepburn Health result

96%

State result
Comment – Great sustained result, three years at 100%.

State result

It was easy to find out this community health 
service existed.

76%

Hepburn Health result

80%

Comment – 4% below state average. Redevelopment 
of Hepburn Health website includes greater details of 
community service programs.

The health service was clean.

92%

Hepburn Health result

81%

State result

Comment – Well above average state results.

It was easy for me to find the location of the 
health service.

93%

Hepburn Health result

84%

State result

Comment – Great result! Well above average state results.

Before my appointments, I received all the 
information that I needed.

90%

Hepburn Health result

79%

State result

Comment – Great result! Well above average state 
results, and 5% improvement from 2017 results.

I felt physically safe at the health service.

100%

Hepburn Health result

93%

State result

Comment – A sustained high compliance rate across all 
three years of assessment.
It is encouraging that our clients feel that our service 
is welcoming, clean and safe. The launch of the new 
website along with consideration of other marketing 
will serve to improve the broader community 
awareness of the service. Once aware of the service 
clients indicated it was easily accessible.

Newly developed reception area.
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Victorian Health Experience Survey responses in one or more areas
Our clients rated our services for health worker interaction, teamwork and care planning with the following 
responses received:

Comprehensive Care

I received consistent healthcare advice from 
multiple healthcare providers.

92%
agree

Hepburn Health result

78%

State result
Comment – 14% above state average.

The health service referred me to other services 
to improve my health and wellbeing.

97%
agree

Hepburn Health result

90%

State result
Comment – 7% above state average.

I felt listened to and understood.

91%
agree

Hepburn Health result

86%

State result
Comment – 5% above state average.

Health workers took my concerns seriously.

94%
agree

Hepburn Health result

88%

State result
Comment – 6% above state average.

Health workers took the time to explain things to me.

94%
agree

Hepburn Health result

86%

State result
Comment – 8% above state average.
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Health workers helped me set goals for my health 
and wellbeing.

86%
agree

Hepburn Health result

67%

State result
Comment – 19% above state average.

Health workers involved me in decisions they made 
about my care or treatment.

94%
agree

Hepburn Health result

80%

State result
Comment – 14% above state average. Ideally we would 
like to see this at 100%, and this is an 8% improvement 
from our 2017 result so we are progressing to achieving 
a goal of 100%.

I did not have to repeat information which should have 
been available to the clinician via my health record.

82%
agree

Hepburn Health result

70%

State result
Comment – 12% above state average. Whilst this a 
strong result it is an area that is always evolving and 
where the opportunity to improve clinicians’ access to 
client information exists it should be seized.

The health service gave all necessary information 
about the treatment or advice I received to other 
relevant services. e.g. GP or hospital staff.

94%
agree

Hepburn Health result

78%

State result
Comment – 16% above state average. We really value 
the relationships we have with our referral agencies 
and it is a reciprocal arrangement that we work hard to 
maintain.

Care planning and teamwork is a strength of our service. It is supported by the broader collegiate healthcare 
network that exists between service providers both within and beyond Hepburn Health.
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Active Women and Girls’ Strategy
Hepburn Health was appointed by Hepburn Shire 
Council as the consultant for the development of 
an Active Women and Girls’ Strategy. The strategy 
provided guidance to Council on the planning, 
provision, management and priorities of the following 
topics directly related to the female demographic:
• Female participation in sport – Participant, 

volunteer or leader
• Facilities – Female appropriateness, access, 

scheduling and provision
• Culture – Internal and external organisation actions 

and practices
• Female sport/Recreation profile – Local, state and 

national level
As part of the project and through community/
stakeholder consultation Hepburn Health developed 
the following:
• Stakeholder Consultation Plan (in line with the 

International Association of Public Participation’s 
model for community engagement)

• Active Participation and Health Profile 
(current local, state and national data and research)

• Community forum report (35 attendees)
• Community survey report (237 respondents)
• Sporting club checklist (21 respondents)
• Focus group report (48 participants)
• Draft Active Women and Girls’ Strategy and 

Action Plan.
The strategy has been adopted by Council and 
was officially launched in August 2019: https://
www.hepburn.vic.gov.au/hepburn/wp-content/
uploads/2019/05/Hepburn-Shire-Council-Active-
Women-and-Girls-Strategy-PDF-Version-27....pdf
Hepburn Health will continue to support the strategy 
as part of the Active Women and Girls Alliance.

Community Health – examples of some actions to support particular health priority populations

Reconciliation Week Children’s Event
On Wednesday 29th May Hepburn Health’s Maternal 
and Child Health and Population Health teams, 
in partnership with Creswick Neighbourhood Centre, 
hosted a children’s event to celebrate Reconciliation 
Week.
Our Maternal and Child Health and Population Health 
teams recognised the importance of working towards, 
engaging with and having stronger links with our local 
Indigenous families. They therefore decided to work in 
partnership to host a children’s event to bring families 
together and demonstrate that Hepburn Health is a 
place that is inclusive and welcoming to all, including 
people of Aboriginal or Torres Strait Islander heritage.
Aunty Marilyne, an Aboriginal elder from the 
Dja Dja Wurrung clan, provided a Welcome to Country 
as well as a very engaging smoking ceremony and 
cultural story time. Chief Operating Officer Phil 
Catterson was a wonderful host, welcomed everyone 
to the event and provided an overview of why we were 
celebrating Reconciliation Week. We also welcomed 
Hepburn Shire Council Deputy Mayor Kate Redwood 
and Councillors Fiona Robson and Licia Kokocinski 
to our special day along with other Hepburn Shire 
Council staff. Councillor Redwood said a few words 
to highlight her own and Hepburn Shire Council’s 
acknowledgement of the Dja Dja Wurrung people and 
reconciliation.
130 children from four local schools, one kindergarten, 
and one children’s service, together with many 
playgroup families, attended the event to celebrate 
Reconciliation Week and learn about local Indigenous 
culture. The children had a wonderful time making 
nature bracelets, weaving mats and decorating paper 
feathers to create a large community mural in the 
shape of a Bunjil (an eaglehawk).

https://www.hepburn.vic.gov.au/hepburn/wp-content/uploads/2019/05/Hepburn-Shire-Council-Active-Women-and-Girls-Strategy-PDF-Version-27....pdf
https://www.hepburn.vic.gov.au/hepburn/wp-content/uploads/2019/05/Hepburn-Shire-Council-Active-Women-and-Girls-Strategy-PDF-Version-27....pdf
https://www.hepburn.vic.gov.au/hepburn/wp-content/uploads/2019/05/Hepburn-Shire-Council-Active-Women-and-Girls-Strategy-PDF-Version-27....pdf
https://www.hepburn.vic.gov.au/hepburn/wp-content/uploads/2019/05/Hepburn-Shire-Council-Active-Women-and-Girls-Strategy-PDF-Version-27....pdf
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Community is at the 
heart of what we do
For more than 150 years, Hepburn Health has been 
supported by the generosity of those who contribute 
their time and money to ensure that we can best meet 
the health challenges of our local communities.
Although Hepburn Health does receive some 
government funding, donations enable us to expand 
our programs and services, build new infrastructure 
and purchase the latest medical equipment that would 
otherwise not be possible. Hepburn Health is grateful 
for many community-based organisations supporting 
our service.
Donations can either be made to a particular 
department or to the area of greatest need.
To discuss the many options, please contact our 
Fundraising, Events & Marketing Manager on 
(03) 5321 6542 or email giving@hhs.vic.gov.au
ONLINE: For convenient once-off or regular giving, 
please visit our website www.hhs.vic.gov.au
BEQUESTS: Your generosity and foresight in leaving a 
bequest will provide for those in your community well 
beyond your own lifetime.
GIFTS IN LIEU: A gift in memory of a loved one or in 
celebration of a special occasion such as a birthday 
or anniversary is a meaningful way in which you can 
support Hepburn Health. We can arrange for special 
donation forms to be made available for a funeral or 
special event, so your friends and family can make a 
donation in lieu of gifts or flowers.
SPONSORSHIPS: Our profile and reputation presents 
unique opportunities for business and organisations 
to partner with us in the delivery of exceptional 
healthcare to our communities. Support may include 
cash donations, event sponsorship, point-of-sale 
collection tins, workplace giving or gifts in kind.
FUNDRAISING: A fun and rewarding way that you can 
help to improve services in your local community, the 
possibilities are endless ranging from holding a cake 
stall to participating in a fun run to hosting your own 
event. Simply apply for an ‘Authority to Fundraise’ 
before you start.

Supporting Your Community

Glenlyon Sports Club donation.

Rotary Blanket donation.

Free health checks at MotorFest 2019.
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The Hepburn L2P Program 10th Anniversary Celebrations June 2019
L-R: Mal Kersting – VicRoads, Ross Ulman – Hepburn L2P Mentor, Mia Williams – Hepburn L2P past Learner Driver, Don Henderson – Hepburn Shire 
Council Mayor, Evan King – Hepburn Shire Council CEO, J Cawton – HHS Volunteer Services Manager, Georgina Davis – Transport Accident Commission

Volunteers
Over 270 dedicated volunteers help deliver a better 
healthcare experience for our consumers across all 
areas of the health service. Our volunteers range in 
age from 16 to 94 and come from varied backgrounds 
possessing a wealth of life and work skills.
Volunteer opportunities include Meals on Wheels, 
transport for medical appointments, supporting 
our aged care residents and clients, fundraising, 
our L2P program (as seen in the photo) and and 
many more. To find out more about volunteering 
opportunities at Hepburn Health, contact the 
Volunteer Services Manager on (03) 5321 6556 or 
email volunteers@hhs.vic.gov.au



Tell us what you think
Thank you for taking the time to read this report.

We’re always interested in hearing about your 
experience, and any thoughts or feedback you can offer. 
All feedback helps us to better understand how our 
services impact YOU and how we can make them better.

• Writing to us at PO Box 435, Daylesford 3460

• Emailing your comments and suggestions to  
info@hhs.vic.gov.au

• Phoning 03 5321 6500 to speak to a Hepburn Health 
representative



Clunes
Integrated Primary Care
69 Service Street, Clunes 3370
T: 03 5345 9750

Creswick
Hospital & Aged Care
Napier Street, Creswick 3363
T: 03 5345 9150
Integrated Primary Care
Hill Street, Creswick 3363
T: 03 5345 9150

Daylesford
Hospital & Aged Care
Hospital Street, Daylesford 3460
T: 03 5321 6500
Integrated Aged Care
18 Hospital Street, Daylesford 3460
T: 03 5321 6596
Integrated Primary Care
Hospital Street, Daylesford 3460
T: 03 5321 6550

Trentham
Aged Care & Integrated Primary Care
22-24 Victoria Street, Trentham 3458
T: 03 5421 7200

Hepburn Health
PO Box 465
Daylesford 3460
ABN 31 793 115 158
E: info@hhs.vic.gov.au
www.hhs.vic.gov.au

This document is endorsed by the Hepburn 
Health Community Advisory Committee.
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