
CONTACT US

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

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 our PO Box address listed
• Emailing your comments and suggestions to 

info@hhs.vic.gov.au
• Phoning 5321 6500 to speak to a Hepburn Health 

representative

HEPBURN HEALTH
PO Box 465
DAYLESFORD VIC 3460
ABN 31 793 115 158
E:  info@hhs.vic.gov.au
www.hhs.vic.gov.au

/HepburnHealth
/HepburnHealthau
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DIVERSITY 
COMMITMENT
Hepburn Health recognises, 
supports and celebrates the 
diversity of the communities 
within which we work. Our 
services are delivered to  
people of all ages and health 
status with a focus on care of 
the aged and disadvantaged.  
Visit hhs.vic.gov.au for our  
full Diversity Statement.

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

OUR VISION

Excellence in rural health and wellbeing

OUR STATEMENT OF INTENT

Innovative and dynamic rural health and wellbeing service working in 
partnership with our communities

THANK YOU TO OUR HEPBURN COMMUNITY
We wish to thank the residents, clients, patients and staff  
of Hepburn Health Service and our wonderful community  
members for supporting us in creating our 2017-2018 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 we look forward to 
working with you all to ensure our Quality Account is bigger and 
better next year!  

HEALTHCARE CLOSE TO HOME
Care is provided to your community 
through:

 Acute and sub-acute services at our 
hospitals in Creswick and Daylesford

 Delivery of integrated aged care 
services through home-based and 
social models of care

 Integrated primary healthcare  
services at Clunes, Creswick, 
Daylesford and Trentham

 Residential aged care facilities at 
Creswick, Daylesford and Trentham

ACKNOWLEDGEMENTS
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We are pleased to present to you our 2017-18 
Victorian Quality Account, reporting on quality 
indicators and standards set by Safer Care  
Victoria and the Victorian Department of Health  
and Human Services.
As the primary provider of acute, aged care and community health 
services across Hepburn Shire, we provide care for a community 
of 15,000 people with diverse healthcare needs. We are also 
the largest employer in the Hepburn Shire and are proud of our 
workforce. We seek to continuously strengthen our relationship 
with our community and seek feedback on our performance to 
ensure that the service and care we deliver is of the highest 
quality. We do this through community consultations, community 
and patient feedback and evaluations. 

In this report we’ve responded and actioned outcomes from  
the previous year’s consumer feedback and improved our 
reporting. Our Quality Account is also designed to provide  
you information on the services we offer, how we are delivering 
them, and the work we are doing to improve our standards of 
healthcare delivery. 

The following quality and safety areas guide the  
Victorian Quality Account:

 Statewide plans and statutory requirements
 Consumer, carer and community participation 
 Quality and Safety
 Comprehensive Care 

We’ve included stories about our community members and how 
our work impacts them. If you have other stories to share we 
would love to hear from you. We know hearing from our patients 
and community members helps us continue to improve. You can 
contact us directly on 5321 6500 or email info@hhs.vic.gov.au.

The Quality Account accompanies our 2017-18 Annual Report. 
Both publications are available at any of our campuses and can 
also be viewed online 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.

Phillip Thomson
Chair 
Board of Management

Maree Cuddihy 
Chief Executive Officer
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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.

Incorporating health promotion principles, 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 staff headcount of 371, Hepburn 
Health is the largest employer in Hepburn 
Shire. Our workforce is employed across 
a diverse range of service areas including 
nursing, administration, clerical, hotel and 
environmental services, allied health, and 
medical support. 

ACCESSING LANGUAGE SERVICES 
The 2016 Australian Bureau of Statistics 
demographic data reveals Hepburn Shire’s 
population is predominantly Australian and British 
born. 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 of our 
organisation and take appropriate steps when this 
service is needed. We continue to use the services 
of the Victorian Interpreter and Language Services 
who provide interpretive services in languages such 
as Italian, Greek, Croatian, Serbian and Polish. 

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 consumer’s concerns 
promotes consumer confidence and satisfaction. It 
also helps Hepburn Health to learn from consumer 
experiences and to improve our care and services.

OUR ORGANISATION

IMAGE?

OUR SITE LOCATIONS

HEPBURN SHIRE

CLUNES CRESWICK DAYLESFORD TRENTHAM
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MEASURING YOUR EXPERIENCE 
Since January 2018 complaints have been measured 
against “Principles of person-centred care”.

23% related to issues and 
concerns about respect for 
patients’ values, preferences 
and expressed needs.

How have we responded? At our bi-monthly 
Leadership Forums (attended by line managers, 
senior managers and executives) we have discussed 
and workshopped ways to monitor and respond 
to behaviours that do not meet Hepburn Health’s 
values of respect, integrity and care. We expect our 
leaders to model this behaviour, and we empower 
them to call-out behaviour that does not meet these 
values to set a clear expectation. “The standard you 
walk past is the standard you accept”.

20% related to issues 
and concerns about 
communication, information 
and education. 

How have we responded? We’ve introduced 
‘Patient Communication Boards’ at the bedside  
in acute wards. These are updated by staff  
every shift and provide a visual aid to help 
communication and discussion between clinical  
staff involved in the patient’s care, and the patient 
and where appropriate their carers or families  
during the process.

We’ve also improved communication with 
consumers about care and services provided at 
Hepburn Health, including information about what 
level of care is available in our acute services. For 
example, patients are sometimes unaware that the 
Urgent Care Centre at Daylesford does not have 
a doctor on duty 24/7 but rather Visiting Medical 
Officers provide on-call care and treatment when 
required. This means there may be delays to non-
urgent treatment.

In our residential care facilities, we invite family 
members/carers to attend a meeting at least once 
every 2 months to talk about their relative’s care, 
and any concerns. This has provided a structured 
approach to communication between staff and 
families, which is addition to our staff and managers 
being available to talk with families any time.

While we welcome feedback about things that 
concern our consumers, we also welcome feedback 
about what we’ve done well. 

“I wanted to send you some feedback 
regarding a recent experience I had with 
Hepburn Health Services..please pass on my 
thanks to the very special nurse on call that 
night. She has the most beautiful nature and 
helped me through a very painful event with 
great calm and enormous sensitivity.” 
- Email excerpt sent by a patient who received 
treatment for a significant laceration in our Urgent 
Care Centre in Daylesford earlier this year. 

How to provide your feedback  
to Hepburn Health 

 SPEAK directly to staff providing care and 
services, or to line managers responsible 
for specific service areas;

 COMPLETE a Feedback Form - available in  
all public areas at all sites/services. Drop it  
into the feedback letterbox, or post it to 
the health service;

 EMAIL US via our feedback email address 
yourexperience@hhs.vic.gov.au via. This is 
a secure address that is sent directly to the 
Complaints Manager;

 CALL US phone the Complaints Manager 
direct on 03 5321 6567

 COMPLETE A SURVEY including the 
Victorian Patient Experience Surveys 
and other internal consumer experience 
surveys;

 ATTEND consumer meetings. For example, 
Resident & Relatives meetings are held at 
each of our residential aged care facilities 
at Creswick, Daylesford and Trentham.

23%

20%
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ENDING FAMILY VIOLENCE:  
VICTORIA’S PLAN FOR CHANGE
Hepburn Health’s Coordinator of Mental 
Wellbeing Brian Dunn is Chair of the 
Hepburn Family Violence Action Group.
The group has identified key service 
system priorities and actioned them across 
the Hepburn Shire:
 Emergency relief; established partnerships with 

supermarkets to donate food/essentials 

 Legal advice and support; recruit new action 
group members from legal organisations

 Men’s Behaviour Change Programs (MBCP); 
promote existing programs available

 Crisis and transitional accommodation; establish 
partnerships with accommodation providers 
across the region

 Transportation; improve transport to a safer 
location following an incident of family violence

 Improved communication and collaborations  
with Ballarat based Police units 

 Greater inclusion of LGBTI communities;  
support agencies operating in Hepburn to  
achieve Rainbow Tick standards

STRENGTHENING HOSPITAL 
RESPONSES TO FAMILY VIOLENCE 
(SHRFV)
The SHRFV initiative is facilitated through Hepburn 
Health’s People, Culture & Development team and 
funded by the Department of Health and Human 
Services – Family Violence Funding arrangements 
– and supported by Ballarat Health Services. The 
SHRFV initiative educates Hepburn Health staff to 
identify and respond to instances of family violence. 

We aim to improve employees’ understanding 
of Family Violence and reduce instance of family 
violence within employee base. Training for 
managers & introduction to the relevant policy and 
procedure commenced in August/October 2017. 
Delivering training to clinical staff in identifying and 
responding to family violence occurred in July 2018 
and evaluation of the organisation’s training will 
occur in December 2018.

Across 2017-2018 we continued our participation in 
the Communities of Respect and Equality Alliance 
(CORE) across the Grampians region. Our Integrated 
Primary Care Manager Shane Richardson continues 
to be a Committee Member of the Hepburn White 
Ribbon Committee. 

Victoria has a number of statewide plans in place that have  
bearing on the work of public health services and community 
health services. 

Hepburn Health has responded to these statewide plans by 
continuing to work in partnership with the Victorian Government  
to implement strategies and deliver actions which support 
vulnerable members of our community.

STATEWIDE PLANS AND STATUTORY  
REQUIREMENTS
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RAINBOW EQUALITY: LGBTI INCLUSIVE 
PRACTICE GUIDE FOR HEALTH AND 
COMMUNITY SERVICES
In June 2018 the Hepburn Health Board confirmed 
its commitment to LGBTI inclusive practice by 
continuing Rainbow Tick accreditation for our aged 
care services. The LGBTI Advisory Group, the 
Hepburn Health Board and our CEO Maree Cuddihy 
further committed the whole organisation (Acute, 
Integrated Primary Care) to receiving Rainbow Tick 
accreditation. Accreditation for our organisation is 
scheduled for April 2019.

The recruitment of a Rainbow Tick Project Officer 
was approved mid-2018 and our new Project Officer 
commenced in July 2018. The role is be responsible 
actioning and embedding LGBTI inclusive practice 
across the organisation. 

Demonstrating our commitment to the education 
and development of our staff in a LGBTI inclusive 
workplace, our June 2018 training report highlights 
77% of our staff have completed Introduction to 
LGBTI education. 

Across 2017-2018 Brian Dunn, LGBTI Advisory 
Group Committee member travelled to the regional 
and rural municipalities of Ararat rural City Council 
and Golden Plains Shire to conduct LGBTI training 
for Community Care workers in local government.  

CHILD SAFE STANDARDS – BEING A 
CHILD SAFE ORGANISATION 

Hepburn Health Service has a strong commitment 
to the Victorian Commission for Children and Young 
People’s Child Safe Standards. These standards are 
a result of the recommendations of the Betrayal of 
Trust inquiry and evidence of what works to prevent  
child abuse.

Our Child Safe Policy clearly states Hepburn Health 
has zero tolerance for child abuse, that we are 
committed to acting in children’s best interests, and 
that we actively work to empower children. 

We are committed to doing the best we can to keep 
children safe from harm and abuse.

Strategies implemented to date include: Staff 
Code of Conduct has clear expectations for all 
staff to recognise and report suspected child 
abuse; Working with Children Checks for all staff, 
contractors and volunteers; professional clinical staff 
are aware of their mandated responsibility to report 
cases of child abuse or neglect; posters to promote 
children reporting feeling unsafe.

95% of our primary care (community) staff have 
completed training on protecting vulnerable 
children, followed by 85% of staff in acute services.

L-R: Members of the LGBTI Advisory Group Mary-Faeth Chenery, Anneke Deutsch and Sarah Roberts 
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INFECTION CONTROL 

PREVENTION AND CONTROL OF 
HEALTH ASSOCIATED INFECTIONS
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. 

 HHS has had 0 Staphylococcus Aureus 
Bloodstream Infections (SAB) reported  
in the last 12 months.

 1 Occupational Exposure occurred when a staff 
member injured them self with contaminated 
sharps (needle or instruments). Appropriate 
follow up for staff occurred. 

 No surgical site infections reported.

RATE OF HEALTHCARE WORKER 
IMMUNISATION AGAINST INFLUENZA
The Department of Health and Human Services’, 
High-performing health services, Victorian health 
service performance monitoring framework  
2017-2018, includes a state-wide target of 80% of 
health service staff employed during the influenza 
period to be vaccinated. 

The Health Care Worker’s influenza vaccination is a 
Key Performance Indicator within the Performance 
Assessment Score for health services. 

We achieved a total of 80.6% for the year 2017 and 
a total of 82.5% for the year 2018 scoring above the 
state-wide target. 

Melissa Murphy, Manager Infection Prevention and Control

QUALITY & SAFETY
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IMPROVING HAND HYGIENE
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. 

Improving the hand hygiene of healthcare staff is one of the most effective ways of preventing and 
reducing the spread of HCAIs.

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. 
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ADVERSE EVENTS
Hepburn Health is committed to 
supporting an environment that provides 
safe, effective, high-quality care for all our 
patients, residents and clients.

We support staff to report adverse events. All 
events are reviewed to ensure care provided was 
appropriate, and to see if we could do things better. 
We also communicate opening and honestly with 
patients/residents/clients and their carers when an 
adverse event occur. 

Public hospitals across Victoria, including Hepburn 
Health, use the Victorian Healthcare Incident 
Management System (VHIMS) to report adverse 
events. VHIMS classifies events according to 
severity of harm (ISR). In 2017/18 there were no 
adverse events resulting in severe harm (ISR 1 – 
also known as sentinel events) and five adverse 
events with an ISR of 2 (moderate harm) reported 
at Hepburn Health. All of these events related 
to resident or patient falls that resulted in harm 
(fracture or head injury) requiring hospitalisation  
for management. 

There are many reasons why residents and patients 
may be at risk of falling while in hospital or in long 
term care. These include age, frailty, poor mobility, 
types of medication, or simply being unwell. 

Hepburn Health follows the Australian Commission 
on Safety & Quality in Health Care guidelines for 
preventing and managing falls: undertaking an 
individual resident/patient risk assessment and 
falls prevention plan; monitoring of strategies used 
so they can be adjusted if the resident/patient’s 
needs or condition changes; and, if there is a fall, 
reassessment of the prevention plan and strategies. 
We have also  invested significantly over the last 
year in the purchase of equipment such as sensor 
alarms (to notify staff if a resident/patient at risk of 
falling has moved from their bed or chair), low-low 
beds and roll mats (to minimise harm should a 
resident/patient roll out of bed). 

Whilst we are aiming for zero falls with harm, the 
occurance of ISR 2 related falls from 2016/17 to 
2017/18 has reduced by 50%.

ESCALATION OF CARE 
Hepburn Health has mechanisms to 
identify patients whose condition 
is deteriorating. These include 
observation (temperature, pulse, 
blood pressure 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 consumer’s 
understanding about the importance of 
encouraging the patient, family member and 
carer role in voicing their concerns if they 
notice a patient’s deterioration. We recently 
added a poster to our ‘Welcome’ boards, 
inviting our patients and families to talk to us 
if they are worried.

 

Your concerns will be listened to and 

an assessment made so that your 

concerns can be addressed or 

escalated further. 

If you are worried about the 

health or well-being of your 

relative or friend … 

PLEASE TALK TO US 

You might be able to provide us with information that only you know. 

 
 

 

 

 

 

 

Ask to speak with the 

Nurse Unit Manager or 

the Director of Nursing 

and explain what it is 

that is worrying you. 

Talk with one of the 

nurses and explain that 

you are worried and 

you think something is 

wrong 



 Our People, Our Community 11

The Victorian Health Experience Survey (VHES) is a statewide 
survey of people’s experience of receiving health care in Victorian 
public hospitals. 
The survey is sent to a random selection of patients about a  
month following their discharge from hospital. It is anonymous  
and completion is voluntary.

CONSUMER, CARER AND COMMUNITY PARTICIPATION

ACUTE CARE

Feedback received in the latest VHES* survey (April 
to June 2018) indicates improved patient experience 
and satisfaction with food compared to previous 
survey results over the last 12 months. In addition, 
Hepburn Health continues to rate higher than the 
State average of 64% for this topic.

Patients who required assistance with meals felt 
they had received enough help from staff to eat 
meals 84-85% of the time over the last 12 months, 
well above the State average of 71%.

QUALITY OF FOOD AND RELATED SERVICES 
Food is cooked onsite at our Creswick and Trentham campuses. Fresh meals from our kitchen at Creswick 
are transported and delivered to Daylesford campus daily. A review of menus commenced in June 2018 with 
catering staff, dietician and consumer input. The new menu is expected to be completed and in production by 
late November 2018.

DISCHARGE PLANNING
Reviewing VHES* data, during April to June 2018, 98% of patients 
felt the length of their stay in hospital was appropriate, and 97% felt 
their family and home situations had been taken into account when the 
hospital was planning their discharge. 

OVERALL DURING THE 2017/18 PERIOD, 93% OF PATIENTS FELT 
THE DISCHARGE PROCESS WAS GOOD TO VERY GOOD.

HOSPITAL FOOD WAS 
VERY GOOD OR GOOD

ALWAYS RECEIVED 
ENOUGH HELP FROM 
STAFF TO EAT MEALS85% 84%

93%
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A BROTHER’S GIFT
Hepburn Health’s renal dialysis unit 
is located at Daylesford Hospital and 
currently operates three days a week. 
The unit can accommodate up to 
three patients at any one time and is 
supported by the Royal Melbourne 
Hospital’s rural dialysis program. 

The Unit has provided ongoing dialysis and 
care for many of our community members. The 
Unit also provides short-term dialysis for renal 
patients who are visiting the area, or for patients 
who cannot be readily accommodated at other 
regional dialysis units.

Earlier this year, our Dialysis Unit provided 
dialysis for Matthew, a member of our local 
community. Matthew was referred to Hepburn 
Health by the Royal Melbourne Hospital for 
management of acute renal failure while he 
waited for a kidney transplant. 

In May 2018, Matthew’s brother Nicholas 
donated one of his kidneys to Matthew and it’s 
been smooth sailing ever since.

Matthew is now living a life free of dialysis 
thanks to the generosity of his brother, and 
the care he received at the Royal Melbourne 
Hospital (RMH) and at Hepburn Health. He told 
us it was “comforting to enjoy regular care from 
the local team who really knew their patients” 
and further appreciated only having to travel two 
minutes for dialysis instead of 1 ½ hours  
to RMH. 

He also stated Hepburn Health was “blessed 
with excellent nursing staff of good humour  
who made the experience more pleasant  
given the circumstances.” Mr Adam expressed 
his thanks and gratitude to the catering staff  
for the sandwiches they provided and to those 
who assisted the dialysis unit through their 
generous donations. 

PATIENT STORY

Matthew Adam: Kidney transplant recipient  
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TREATMENT DELIVERED BY NURSES  
WHILST IN CARE
Patient experience with nursing care and treatment 
State-wide is rated very high, and Hepburn Health 
nurses are no exception. 97% of our patients felt 
that, overall, our nurses provided very good care and 
treatment which is in line with State results.

Furthermore, 91% of our patients felt our nurses 
knew enough about their condition and treatment.

 

COMMENTS FROM PATIENTS ABOUT “THE BEST 
THINGS” ABOUT THEIR STAY IN HOSPITAL.

“Kindness, consideration and respectful 
treatment.”

“The staff were respectful, considerate 
and professional at all times.”

“The nurses and operating staff were 
warm, friendly and very competent.”

Please note: Data provided in this report has been sourced from 
the Victorian Health Experience Survey (VHES*). 

Specifically relating to positive responses 
to questions on discharge care, patients’ 
feedback varied through the 12 month 
period. Overall responses were above the 
target of 75%.

VICTORIAN HEALTH EXPERIENCE 
SURVEY - TARGETS
For Hepburn Health to provide great care, 
we must be able to understand our patient’s, 
client’s, resident’s and carer’s experiences..

The Victorian Health Experience Survey 
(VHES) provides an opportunity for our 
patients to give feedback anonymously about 
their experience with our health service.

The following graph shows overall positive 
patient experience responses during the last 
12 months, twice having exceeded the target 
of 95%.

OVERALL, THE CARE AND 
TREATMENT RECEIVED 
FROM NURSES WAS VERY 
GOOD

NURSES ALWAYS 
KNEW ENOUGH ABOUT 
THE CONDITION AND 
TREATMENT

97%

91%
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As this publication goes to print, Hepburn Health  
is expecting to successfully complete a ‘periodic 
review’ by external surveyors (ACHS) in mid-
October 2018.

Since the last organisation-wide accreditation survey 
in 2016, Hepburn Health has completed work to 
address recommendations made by the surveyors, 
and continues to improve and sustain improvements 
in care and services.

Areas of improvement have included: 

CONTINUED FOCUS ON STAFF 
TRAINING IN SAFETY AND QUALITY, 
AND HIGH RISK AREAS OF CARE AND 
SERVICES.
In early 2018 Hepburn Health re-introduced staff 
Induction Days for all new staff commencing 
employment with the service. These are held 
monthly and provide a great opportunity for 
new staff to ‘meet and greet’ other new staff, 
management and executive. The program includes 
information about: services and programs, strategic 
goals and organisational values, clinical governance 
(safe, effective, appropriate person-centred care), 
infection control and emergency management.

All staff are required to complete training (online 
and practical) in areas considered ‘high risk’ when 
they commence employment at Hepburn Health, 
and annually thereafter. Managers are able to 
generate reports that provide lists of staff whose 
training is due for completion within the following  
3 months, allowing time for staff to be reminded  
to complete training, and for managers to monitor 
their progress. 

STRATEGIES AND INTERVENTIONS  
TO PREVENT PATIENT FALLS.
All patients are screened on admission for their 
potential to fall, and a thorough assessment is 
completed within 12 hours of admission. Strategies 
for preventing individual patients from falling are put 
in place, and falls risks are re-evaluated each shift. 

Since the last survey, Hepburn Health has increased 
the number of low-low beds available for use in 
acute care, purchased alarm mats and sensors and 
introduced ‘rounding’ practices ensuring nursing 
staff check in with each patient at least every hour 
to ensure their needs are being met. ‘Rounding’  
is an evidence-based approach to responsive,  
safe care and has been found to be effective 
in reducing adverse events such as falls, and 
improving patient experience.

The Clinical Safety Committee meets every second 
month and is responsible for overseeing best 
practice in clinical care, and monitors data from 
adverse events. Falls data suggests a low number 
of falls occur in acute services. Hepburn Health 
is committed to improving care, services and 
equipment to reduce this number to zero. 

STRATEGIES TO IMPROVE MEDICATION 
MANAGEMENT FROM ADMISSION TO 
DISCHARGE. 
All registered nurses and medication endorsed 
enrolled nurses complete medication management 
training (theory and practice) annually. Practical 
tuition is also provided to staff by our consultant 
Pharmacist who commenced with Hepburn Health 
in February 2018.

The Medication Safety Committee meets every 
second month to review practices and monitor 
appropriateness of care in relation to medication 
management. Membership on this committee 
includes a Pharmacist, a Visiting Medical Officer, 
the Director of Medical Services, nursing 
staff and management. Some improvements 
include: Medication Reconciliation process and 
documentation on admission and discharge;  
online access via Intranet to Clinicians Health 
Channel which includes a drug database; updating 
of protocols for commonly used or high risk 
medicines; standardising of blood glucose monitors 
across all services.

ACCREDITATION 
Hepburn Health’s Acute and Community services (primary health) are fully accredited 
against the National Safety and Quality Health Service Standards (NSQHS).
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MR GRAHAM LAIDLAW 
Since beginning volunteering at 
Creswick, Graham has become an 
essential part of our team and has 
provided invaluable support and 
comfort to a vast number of residents, 
patients and their families. 
Graham assists with specific issues for  
individual residents. He provides company to 
our male residents who miss the friendship and 
bonding of one on one conversations. 

Graham has been having regular coffee mornings 
with one particular male resident for a number 
of years now and the impact this has had on the 
resident’s wellbeing is immeasurable. 

Graham supports palliative patients, offering his 
time - day or night to pray with or just be beside 
them at a difficult time. Staff know they can call 
Graham even in the middle of the night if the 
need suddenly arises for this personal support. 

All staff at Creswick value the support  
and service Graham provides and are  
truly grateful to him.’ – Pam Saunders,  
Director of Nursing Creswick 

VOLUNTEER STORY
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Jean has been a resident at Trentham Aged 
Care for over 2 years. A Trentham local for over 
62 years, Jean speaks highly of the care and 
service she has received. When asked about her 
time and Trentham Aged Care, Jean replies with 
great enthusiasm, “Here, it’s wonderful!”  
She looks to her window and describes the 
country surroundings, “Where else can you 
look over and see a farm!” Jean enthusiastically 
continues about the great staff and her 
enjoyment of the food. 

“My favourite meal here is the roast. 
And they have home-made soup! The 
staff are so wonderful and good to me. 
We are well looked after. Although I 
have lost my appetite, I am grateful the 
food is cooked here onsite.”

For Jean, whose husband was also a Trentham 
Aged Care resident and passed away a year ago, 
living at Trentham Aged Care has provided great 
reassurance to her children. 

“I am content to be here, knowing that 
my three daughters can get on with 
their busy lives, knowing that their 
mother is happy and well looked after. 
My main concern these days is that I 
may lose my marbles.”

Mrs Nancy (Jean) Mayne,  
Trentham Residential Aged Care.

RESIDENT STORY

Trentham Aged Care resident Mrs Nancy (Jean) Mayne with Personal Care Attendant Gloria Brown

MEET MRS NANCY (JEAN) MAYNE, TRENTHAM AGED CARE RESIDENT. 
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QUALITY OF FOOD AND  
RELATED SERVICES 

In May this year we asked a number of  
residents at our Trentham Residential Aged  
Care Facility whether they liked the food. Their 
response showed us we needed to find out more 
about why 55% of residents surveyed said they only 
liked the food ‘some of the time’. 

So we did a more detailed survey and this is what 
we found.

From this survey we recognised that even though 
responses were relatively positive overall, there  
was a need to review the menu. 

Our catering staff along with a dietician have been 
working hard to revise the menu and to involve 
consumers in ‘taste tests’ of new menu choices. 

We look forward to finishing the review and rolling 
out a new menu later this year.

TREATMENT DELIVERED BY NURSES WHILST IN CARE
An average score was calculated from resident experience surveys 
taken at all three residential aged care facilities (Creswick, Daylesford 
and Trentham) during May 2018. 

Responses show a high percentage of satisfaction with care and 
treatment delivered by staff.

Every month we ask 50% of our aged care residents ten very 
simple but informative questions about how they are feeling about 
the care and services provided.

CONSUMER, CARER AND COMMUNITY PARTICIPATION

AGED CARE
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ACCREDITATION
RESIDENTIAL AGED CARE

Hepburn Health’s Residential Aged Care services 
at Creswick, Daylesford and Trentham are fully 
accredited against the Aged Care Standards. 

Key Milestones:

 Trentham Residential Aged Care underwent 
accreditation in May 2018 and met 44 out 
of 44 expected outcomes. There were no 
recommendations made by the surveyors. In 
fact, they were quoted as saying Trentham had a 
“wonderful community feel” where residents felt 
“comfortable and safe”.

 Daylesford Residential Aged Care (Lumeah 
Lodge and Daylesford Nursing Home) underwent 
an assessment contact visit in March 2018. 
Whilst there were no recommendations made 
by the surveyors, two areas for improvement 
were identified: temperature of served meals 
(temperature of food is now being checked 
immediately before service) and electronic 
devices used for medication administration 
(additional devices have been purchased).

 Creswick Residential Aged Care underwent 
an assessment contact visit in November 
2017. There were no issues identified and no 
recommendations made by the surveyor.

Daylesford and Creswick Residential Aged Care 
services are due for re-accreditation in early 2019.

QUALITY AND SAFETY
PRACS DATA AND IMPROVEMENTS

In Victoria every public health sector residential  
aged care service (PRACS) participates in the 
Department of Health & Human Services quality 
indicator program. Monitoring and measuring 
performance is important as it supports quality  
care and continuous improvement.

The graphs below provide combined average  
results for all three of our residential aged care 
facilities at Creswick, Daylesford and Trentham.  
For most indicators we are below the ‘upper limit’ 
and continue to improve.

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:

 Pressure injuries

 Use of restraint

 Falls and fall related fractures

 Use of nine or more medications

 Unplanned weight loss

INTEGRATED COMMUNITY  
AGED CARE
Hepburn Health’s Integrated Community 
Aged Care services are fully accredited 
against the Home Care Common Standards. 

Accreditation was achieved in 2016 and 
the service is not due for re-accreditation 
until 2019, by which time a new single set 
of Aged Care Quality Standards will have 
come into effect (from 1 July 2019) replacing 
the Aged Care Accreditation Standards and 
the Home Care Common Standards.

Actions to reduce pressure injuries:

 Improved assessment and reassessment processes.

 Reduced unplanned staff leave resulting in consistent care  
by staff who know the residents.

 Purchase of new equipment including air mattresses.
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Actions to reduce the amount of restraint:

 Improved communication with residents, their representatives 
and GPs regarding alternatives to restraint.

 Clearly define restraint in line with other organisations.

Graphs below show consistent reduction in restraint over 2017-18.
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To enhance the space available for patients 
receiving palliative and end of life care and  
their families, Creswick Hospital developed a 
courtyard space accessible directly from our 
palliative care bedroom. To improve this space and 
fill it with plants and foliage, the Creswick Hospital 
Ladies Auxiliary provided funds for trees, plants and  
large tubs and pots. The auxiliary is made of 
community members and they provide an enormous 
amount of equipment and funds to the hospital and 
nursing home. 

In order to ensure the best use of the funds and 
appropriate selection of plants for the area, a local 
nursery was asked to assist with the project and 
the owners happily agreed. The nursery owners 
have filled our courtyard with wonderful plants and 
planters and, on a voluntary basis, continue to look 
after the plants and add seasonal colour and annual 
plants throughout the year. 

This is an enormous assistance and is very much 
appreciated by both staff and users of the courtyard. 

PALLIATIVE CARE: ENGAGING COMMUNITIES 

CRESWICK PALLIATIVE CARE ROOM REFURBISHMENT 

Our End of Life Framework was reviewed and updated by Gabrielle Kirby Manager of Integrated 
Aged Care. Study Days were developed in collaboration with Ballarat Hospice, specialists in Palliative 
Care service in the region. In building and strengthening our relationship with Ballarat Hospice, a 
Memorandum of Understanding (MOU) was developed to ensure the delivery of best practice care in our 
local Hepburn area.

Gabrielle Kirby - Manager, Integrated Aged Care (centre) and Jo Dalton – District Nurse (r) with Ballarat Hospice Representative

END OF LIFE FRAMEWORK
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ADVANCE CARE PLANNING 
Hepburn Health provides assistance and information 
to patients and residents of our aged care services 
about the preparation of an Advance Care Directive 
and nominating a medical treatment decision maker. 
We have trained Advance Care Planners who support 
and assist our consumers whilst also working 
collaboratively within the shire to educate and inform 
individuals and their families or carers about the value 
of advance care planning.  Our residents’ and patient’s 
care plans are registered in our hospital electronic 
registration system. Nurses and doctors are alerted to 
the plans when patients are admitted to hospital. 

Our graph demonstrates in 2017-2018 we have seen an increase in those over the aged of 75 in our Home 
Care Program and Transition Care Program having some sort of plan in place. 

CASE STUDY 

Encouraging the conversation ‘Doing the 
Dying Paperwork’ with Mary-Faeth Chenery  

We work with local community member 
and Hepburn Health volunteer Mary-Faeth 
Chenery to promote and encourage the 
members of the Hepburn community to 
educate and inform themselves and their 
loved ones to plan and document their end  
of life decisions. 

Included in the informal, free workshop 
hosted by Mary-Faeth, is Advance Care 
Planning. Early 2018, Hepburn Health’s 
District Nurse Jo Dalton conducted this 
session with Mary-Faeth, providing 
opportunities for participants to document 
and communicate their healthcare and 
personal care wishes. 

Further topics presented by Mary-Faeth 
also cover law and legislative requirements 
related to appointing Powers of Attorney, 
medical treatment decision-makers and 
completing an Advance Care Directive. 

At Hepburn Health we welcome and support 
Mary-Faeth’s workshops in providing  
this valuable resource which aligns with  
our commitment to continuously 
communicate with residents, patients  
and families the importance of documenting 
their healthcare wishes. 

CASE STUDY
Creswick: Ensuring palliative care covers 
more than just medical needs.

A patient admitted for palliative care, and 
eventually End of Life Care, at Creswick 
hospital/Hepburn Health had a clear Advanced 
Care Directive and specific Goals of Care in 
place at the time of admission.

This patient was very intent on living fully to 
the very last day and completing a project 
they were part way through. They had been 
working on the project from a home office 
and very much wanted to continue this work. 
In order to support this, staff liaised with 
the patient and relevant family members 
and were able to accommodate the ‘home 
office’ in the patients’ hospital bedroom 
and plan treatments and care around their 
project work. At times the patient felt most 
productive in the middle of the night, so staff 
gave what assistance was needed at that 
time to continue the project work. Meals were 
organised around the patients’ sleep/wake 
routine and needs, visitors and project helpers 
were able to come at whatever time worked 
for the patient. Medical, allied health and 
nursing staff communicated regularly with the 
patient and family members to help ensure 
each of the patient’s goals of care could be 
achieved. The patient was able to complete 
the project and have control over every step 
of their end of life care which was hugely 
important for them.
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RESIDENT OF THE DAY
Pam Saunders (Director of Nursing at Creswick 
Hospital and Aged Care] explains the ‘Resident 
of the Day’ (ROD) process.

Each resident in aged care has a comprehensive 
review undertaken every 2 months during a 
process we call ‘Resident of the Day’.

This review is carried out over a 2 day period 
and includes specific areas that need to be 
discussed with residents or, where required, 
their carers/nominated representatives, to gain 
an understanding of whether care needs have 
changed from the resident’s perspective and to 
give residents an opportunity to make comment 
on any aspect of their care and daily life.

The food preferences form is checked with the 
resident to discuss if they would like to make 
any changes to previous likes and dislikes they 
may have listed and as an opportunity for them 
to give feedback on the meals generally.

A care plan review is part of this process and 
the Registered Nurse discusses the current 
care plan with the resident to ensure they feel 
the care plan actually meets and describes their 
needs. Where a resident is unable to participate 
in this, a phone review is undertaken with the 
nominated representative. 

The Consumer Engagement Audit is also part of 
the ‘Resident of the Day’ process and uses the 
faces scale to rate residents’ responses to a set 
of 10 questions. The questions seek information 
on how residents feel about various aspects of 
how the facility is run and how they are treated, 
and gives us a good understanding of what we 
are doing right and where we need to make 
changes or take more time and care.

“I know there are staff I could go to who 
would help me and talk with my wife, Jill”

Lesley Vincent Moon,  
Daylesford Residential Aged Care

Lesley with registered nurse Richard Grinstein
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INTEGRATED PRIMARY CARE

 

COMMUNITY SURVEY RESULTS
Overall, how would you rate the care you 
received at the health service?

QUALITY IMPROVEMENT 
Was it easy to find out this community  
health services existed?

Did you feel you were treated with respect  
and dignity at this health service?

How clean was the health service?

Did you feel comfortable raising any issues and 
asking any questions that were important to you

Were you given enough privacy during your 
appointment?

Hepburn Health Community Health services received positive 
survey responses above Victoria’s overall response in the following 
areas of the 2017-2018 Community Health Services Victorian 
Healthcare Experience Survey results.

DISABILITY ACTION PLAN
Hepburn Health continues to be an National Disability Insurance Scheme (NDIS) provider under the category of 
improved daily living services, which includes access to Allied Health Services and community nursing. We also 
continue to support Transport Accident Commission (TAC) and Workcover clients. 

We provide holistic care to our clients, working directly with them and when necessary, providing referrals for 
additional services or encouraging their participation into our various peer-led support groups and activities such 
as the Healthy Leg Program, Spare Parts Club and Dementia Carer support groups.

VICTORIAN HEALTH EXPERIENCE SURVEY 

HHS 
98.8%

VIC 
95.5%

HHS 
90%

VIC 
76.5%

HHS 
96.2%

VIC 
90%

HHS 
94%

VIC 
77.9%

HHS 
85.6%

VIC 
80.6%

HHS 
100%

VIC 
92.4%
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DARREN MANNING

In February 2017 Hepburn local  
Darren Manning had a motorcycle 
accident that changed his life forever. 
Over 9 months in hospital, including  
the Intensive Care Unit at the Alfred, 
the Spinal Unit at the Austin Hospital 
and 5 months in rehab at a Melbourne 
based rehabilitation centre, Darren 
returned to his Coomoora home as 
a quadriplegic surrounded by carers 
and facing the ongoing rehabilitation 
and medical support associated with a 
permanent disability.
When first seeking the support and care he  
needed, Darren received in-home care from the 
District Nurses. 

The referral process seemed easy as he was 
encouraged by his GP to use Hepburn Health’s 
dietician, offering home-visits in the early 
months of his adjustment back home and now 
attending his regular appointments at the 
Daylesford Community Centre. “Initially, I didn’t 
know what was available and then it all fell into 
place” he says of how he came to know  
about and use more of Hepburn’s community 
health services. 

With the knowledge and support of the 
Community team, the level of service has 
adapted to his needs. Darren now receives 
Podiatrist care and participates in the Healthy 
Leg Program.

It was also helpful for him to see familiar faces 
at the Daylesford Community Centre, the same 
people he knew in the local community were 
working at the Daylesford Community Health 
Centre and it was great to be recognised and 
welcomed with smiling faces, he describes. The 
reception team at Daylesford went “over and 
beyond” to support him in adjusting back into 
his daily routine, helping him get transport with 
wheelchair accessibility in the first 6 months of 
his return. He is grateful for the team’s support 
during that challenging time as he now happily 
says he has his own van. He finds no issues 
getting around the centre in his wheelchair, 
the automatic doors are a great help, the wide 
hallways meet his accessibility needs,  staff 
are friendly and there’s overall plenty of room. 
Carparking at the front is a challenge with 
only 1 disabled carpark spot available outside 
the centre, he says. But, he knows there are 
additional disabled carparks at the back of the 
centre just as easy to access. It may not be well 
known, but he always gets a spot there. 

CLIENT STORY



THE COOK, THE CHEF AND US:  
CLASS OF 2017

The 2017 The Cook, The Chef and Us program 
successfully supported 17 year 9 and 10 
students from Daylesford Secondary College 
build and gain hospitality skills and industry 
certification.

“I learnt you have to go into every 
workplace with a good attitude. 
Always have a good first impression 
with people and always listen to what 
people have to say”

In partnership with the Local Drug Action Team 
(LDAT), Daylesford Secondary College and local 
businesses, The Cook, The Chef and Us program 
successfully provided the participating students 
the skills, experience, peer and professional 
connections to support them in gaining future 
employment in the hospitality sector. 

Evaluation of our program and feedback from 
participants reveal a great enjoyment of the 
program with increased participation and 
engagement with their peers and teachers. 
Overall, feedback demonstrates an increase in 
classroom learning and a strong sense of pride 
expressed by participants in achieving their 
industry certification. 

“Very happy to have a certificate to 
apply for work!”

 Upon completion of the program in December 
2017, 70% retained or improved school 
attendance.  

 70% of participants had higher attendance in 
the program than school attendance for the 
period of the program. 

 100% of participants that completed the 
program obtained at least one certificate, 
many obtained two for competencies  
in hospitality

 Our People, Our Community 25
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ACCREDITATION

COMMUNITY (PRIMARY) CARE 
Applicable services within Hepburn Health’s 
Integrated Primary Care are accredited against 
the National Safety and Quality Health Service 
Standards (NSQHS). 

As the 2017-2018 Quality Account goes to print, 
Hepburn Health is expecting to successfully 
complete a ‘periodic review’ by external surveyors 
(ACHS) in mid-October 2018.

Since the last organisation-wide accreditation survey 
in 2016, Hepburn Health has completed work to 
address recommendations made by the surveyors, 
and continues to improve and sustain improvements 
in care and services.

MONITORING AND ASSURANCE OF 
CONSISTENT COMPLIANCE WITH 
CLINICAL RISK FACTORS IN DENTAL 
SERVICES.
Patient identification is an important part of 
providing safe and appropriate dental services  
to our patients. 

Since the 2016 survey, dental staff have improved 
practices and demonstrated consistent 100% 
compliance with processes involving patient 
identification (using three key identifiers) and 
conducting ‘time out’ (a process of checking correct 
patient, correct procedure, and any potential risks) 
prior to the commencement of dental work.

SUPPORTING FAMILIES 

MATERNAL AND CHILD HEALTH
In early 2018, Hepburn Health received 
funding from the Department of Education 
and Training to deliver Smalltalk – an 
evidence based, supported program 
delivered playgroup sessions and in-home 
support for families of children aged 0-4. 
Smalltalk engages families to work with a 
facilitator who prepares a parenting topic 
for each session and supports, encourages, 
and models the parent-child interaction 
associated with this topic. The program 
aims to improve the quality of parent 
child interactions and provide a positive 
impact on children’s learning and social and 
emotional development. 

Running across the 2018 school term, evaluation of the 2018 
program will occur after term 4. 

ORAL HEALTH FOR INFANTS
Our dental services team often receive formal referrals from the Maternal Child Health services to 
support and encourage preventative measures and oral hygiene checks for infants aged 18 months. 
This aims to educate families of the importance of oral health for the infants and establish ongoing 
relationship with our dental services. 
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Commencing in July 2017, the Spare 
Parts Club is a peer support initiative 
formed by Hepburn community 
members and the Hepburn Health 
Service Mental Wellbeing team. Clunes 
local, Barb Merrifield, recognised a 
need for a peer-support group to 
connect rural pre and post-transplant 
recipients and their carers within their 
local community. 

Members strongly value a local support group 
which enables them to form friendships, 
community connections and to exchange 
information in an informal and supportive 
setting. Transplant services are mostly 
located in Melbourne so having a locally based 
group support group was welcomed by this 
community.   

Monthly meetings allow members to share 
their experiences, information and knowledge 
about the pre and post-transplant experience. 
Members check in on each other, volunteer their 
time driving other members to Melbourne for 
clinic appointments and work together to solve 
problems that arise. 

For instance, one member who is pre transplant, 
needed to find accommodation for three months 
following her transplant.  

There was some lively discussion resulting 
in some useful suggestions. This all helps 
participants to reduce feelings of isolation, 
abandonment and frequent feelings of 
apprehension about their health management. 
Simply, members don’t feel they have to  
go through the pre and post-transplant  
journey alone. 

Using a strengths based approach, Georgina 
Nunn, Hepburn Health Social Worker,  
supports the group to explore information 
sharing, equipping members with tools and 
strategies to advocate for themselves and each 
other and to build the group members’ individual 
capacity to participate fully and effectively in 
their healthcare.

Feedback received from members has been 
positive, with ideas of evolving the program 
to include relevant guest speakers such as 
a Psychologist and Organ Donation Nurse 
Specialists and encouraging more members  
of the Hepburn community to attend. 

SPARE PARTS CLUB

Hepburn Health Social Worker Georgina Nunn (left) and Spare Part Club members Chris Fenner and Barb Merrifield.



28 2017-18 VICTORIAN QUALITY ACCOUNT

Over 200 Hepburn Health staff participated in the 2017-18 People Matters Survey 
of which we reported 100% responses from our Daylesford Acute and Daylesford 
Residential Aged Care staff. Our 2017-2018 People Matter Survey results reflected an 
overall increase in positive responses from staff to questions about patient safety and 
workplace culture. 

STAFF EXPERIENCE

Krystal Vanzetta, Daylesford Acute Nurse 
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PEOPLE MATTER SURVEY

Safety Culture 2018 2017

Patient Care errors are handled 
appropriately in my work area 83% 62%

This health service does a good 
job of training new and existing 
staff

64% 44%

I am encouraged by my 
colleagues to report any patient 
safety concerns I may have

86% 79%

The culture in my work area 
makes it easy to learn from the 
errors of others

70% 56%

Trainees in my discipline are 
adequately supervised 65% 46%

My suggestions about patient 
safety would be acted upon if I 
expressed them to my manager

78% 68%

Management is driving us to be 
a safety-centred organisation 74% 66%

I would recommend a friend  
or relative to be treated as a 
patient here

78% 67%

Our improvements compliment the implementation 
of Hepburn Health People Matter Plan. Since the 
plan’s implementation by our CEO Maree Cuddihy 
and the Executive team in April 2017, we have built 
on our employment principles and have taken steps 
to address some issues identified by employees in 
the 2016-2017 PMS.

We continue to ensure our recruitment process 
reflects our commitment to recognise, support and 
celebrate the diversity of the communities within 
which we work. Our position descriptions and 
employment contracts also reflect this commitment 
and ensures we continue to be a diverse and 
inclusive team.

61% Agree -  My organisation 
fosters an environment  
where all staff are treated 
fairly and with respect 

Respect @ Hepburn Health 
continues to support  
our staff in building a 
respectful culture at  
Hepburn Health. 

64% of our staff have 
completed this training which 
is now imbedded as part 
of our new staff induction 
training sessions. 

This has assisted new staff 
transition into our work force, 
providing education and 
information on HR policies, 
acceptable behaviour and 
support mechanisms available 
at Hepburn Health.

June 2018 training report 
shows that 77% of our staff 
had completed Introduction 
to LGBTI Diversity  
Training complimenting  
the positive results of our 
PMS in the areas of Diversity 
and Inclusion. 

90% Agree – There is a 
positive culture within my 
organisation in relation to 
employees who identify as 
LGBTI. 

61%

64%

77%

90%

The annual People Matter Survey provides an opportunity for 
Hepburn Health to measure and monitor employee engagement 
and workplace satisfaction.

OUR WORKFORCE
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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 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

VOLUNTEER SUPPORT

Hepburn Health Board member Susan Craven volunteering at our Daylesford Winter Night Market, June 2018
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MAKE A DONATION
General donations to Hepburn Health can be made 
to a particular area or department, or where most 
needed. To organise a donation, call 03 05321 6555 
or email giving@hhs.vic.gov.au 

Donate online at  
www.givenow.com.au/hepburnhealth 

ANNUAL GENERAL MEETING
Our 2018 Annual General Meeting will be held 
Monday 26th November 6.00-7.00pm

This meeting welcomes all across the Hepburn 
Shire to learn and keep informed about our strategic 
direction and to have an input into service planning 
and the decision-making process.

Details: 

Creswick Goldfields Resort – 1500 Midland 
Highway, Creswick 3363

RSVP to – 03 5321 6509 or rsvp@hhs.vic.gov.au 

LEAVE A BEQUEST
Your generosity and foresight in leaving a  
bequest will provide for those in your community 
well beyond your lifetime. A gift in your Will to 
Hepburn Health will provide for future generations 
through supporting new programs and services, 
purchasing new medical equipment and 
technologies, developing the skills of our workforce 
through educational scholarships, and fund new 
capital developments. 

If you are interested in bringing 
a community perspective to 
decisions made within your 
local health service, contact  
us for more information  
03 5321 6500 or email  
info@hhs.vic.gov.au

Hepburn Health is always looking for community members to 
participate in shaping our service delivery.

SUPPORTING YOUR COMMUNITY

Carolyn Parker, The Cottage Herbalist - Daylesford Night Market, June 2018



CONTACT US

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

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 our PO Box address listed
• Emailing your comments and suggestions to 

info@hhs.vic.gov.au
• Phoning 5321 6500 to speak to a Hepburn Health 

representative

HEPBURN HEALTH
PO Box 465
DAYLESFORD VIC 3460
ABN 31 793 115 158
E:  info@hhs.vic.gov.au
www.hhs.vic.gov.au

/HepburnHealth
/HepburnHealthau
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