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About Us

Ballarat Community Health  BCH operates across the Central
(BCH) exists to ensure Highlands Region and throughout

that le f N k Western Victoria at both permanent
at people rrom all walks sites and in an outreach capacity.

of life can access quality In addition to general practice
health care, no matter their and allied health services, we offer
circumstances. specialist doctors clinics, mental
health support programs, family-
centred supports, alcohol and other
drug treatment services, community
wellbeing programs and more.

Our Vision is that all people within
the communities we support
achieve the best possible health

and wellbeing. BCH is a trusted healthcare

provider, with a team of highly
trained experts who understand that
clients (and their needs) are unique
and require a tailored approach

to better health. Our team works

Our services are wide-reaching and
include both a health and wellbeing
focus. From primary care to
community programs, we work to
ensure a holistic approach is taken

to better health. hard to ensure that clients feel
comfortable, listened to, cared
We know everyone is different for and informed on their journey

and we work with the community  through the health system.
wherever possible to create
consumer-led and informed
services, ensuring more effective
care for individuals and their
individual needs.

Visit our website www.bchc.org.au
for more information about all of
the services that BCH delivers.
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To work in partnership with the community
to create opportunities and supportive
environments which empower people to
develop and maintain optimal health and
wellbeing.

Vabwey

Respect: Valuing other points of view and
treating all people as individuals with worth
and dignity.

Integrity: Acting with sincerity and honesty.

Responsibility: Being reliable and
accountable to others.

¥

Optimism: Focusing on potential and

abilities.
Courage: Facing challenges head on, and

standing up for our convictions.

DI D Resilience: The ability to be strong in
adversity and bounce back with renewed { ;
energy and hope. / \
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Outgoing BCH Board Chair -
Bryan Crebbin

In my final update for Ballarat
Community Health (BCH), I will
briefly reflect on some key times
while serving this important
organisation both as Chair (4 years)
and Board Director (5 years).

| joined the Board of BCH after an
election for Directors in 2010. At
that time BCH had consolidated

as a provider of health and welfare
programs in greater Ballarat and
was blossoming. Its reputation

with funders and in the community
was strong. BCH had established
itself as the ‘go to’ organisation and
was operating from three sites in
Ballarat and one in Smythesdale.
Mental health programs were
running out of APROTCH in Queen
Street North. However, the winds
of change were blowing, initially

in a positive direction. BCH was
successful in a grant application to
the Federal Department of Health
and Ageing under the Health and
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Hospitals Fund Program Regional
Priority initiative, receiving $11.6M
dollars in 2011 from the then
Federal Government. This success
initiated the hard work of designing
and building what is now known as
our Lucas site, which was officially
opened on 23 July, 2014.

In 2013, it became clear that

the then State Government was
intending to change the directions
of funding away from community
health in the areas of alcohol

and drugs, mental health and
health promotion. Such changes
impacted significantly on BCH

and resulted in the introduction of
state-wide intake points for alcohol
and other drug services as well as
mental health services. Reductions
in funding of these programs also
occurred and APROTCH was
closed. Thankfully, during this time
capital funding of $5M came from
the Victorian Minister of Health for



A special message from our
long-serving Board Chalr

the refurbishment of our at a strategic planning session, a | would like to thank all the hard-
Sebastopol site. representative from the Department working Directors that comprise the

of Health outlined the potential current Board, and those | have had
In 2013 the National Disability changes in community health the pleasure of serving with in the
Insurance Scheme was where organisations needed to past. I would also like to thank our
incrementally being introduced develop a greater competitive Chief Executive Officer, the General
across Australia, with its introduction edge, not only through strategic Managers and the dedicated BCH
to the Central Highlands Area taking alliances and partnerships, but in staff for their hard work over my
place on 1 January 2017. The My the way they did business (i.e. not time on this Board. The next few
Aged Care program — a Federal relying on reputation and locality). years are going to be exciting for
Government initiative — came into  This reinforced to the Board that BCH as it continues to confront the
being, and Medicare Locals became the community health environment challenges that face the community
Primary Health Networks. was changing and other sources health sector.

of funding should be explored. The
In 2016 the Board adopted a fresh Board also recognised that while It has been a pleasure to serve
Service Plan and Model of Care BCH's greatest strength could be over the last nine years. | wish BCH
covering 2016-2023. Through seen to be its many and varied every success in the years to come
the preparation of this document programs, it was also importantto  and am sure the organisation will
the Board was alerted to the avoid a perceived lack of ‘specialty’  enjoy a bright future in this new
potential changes in landscape of environment.
community health and the need Over the past few years BCH has
for BCH to become more nimble. explored this concept and had
It also highlighted the necessity some wins and some losses. Itis
to develop a new management crucial that we continue to learn

structure to allow BCH to operate from both. _
more efficiently. Around this time,
’ %7% / %M/ -
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A message
from our CEO

It is with great pleasure that |,
alongside the Board of Directors,
present this Annual Report for
Ballarat Community Health. This
year, my first as CEO, has been
incredibly rewarding and | have
particularly enjoyed working with
the diverse and highly engaged
professionals who offer the people
of western Victoria a dynamic
health and community service.

The movement of community
health internationally reinforces
the inherit value proposition of
the community health model

- a suite of services that are
proportionately universal in design,
with a no-wrong-door approach.
At its core, community health
represents a broad range of health
services working to address the
fundamental social determinants
that impact on the health and
wellbeing of our community.

BCH has grown over recent
years, and | want to acknowledge
the leadership of the BCH

Board and Executive over this
important period, shaping the
service into what it is today. As
BCH continues to strategically
develop our services and respond
to community needs, many
challenges have arisen - none
more evident than our capacity to
remain abreast of contemporary
and enabling systems, structures
and technology. For this reason,
our strategic focus has been to
assess the state of all programs and
support mechanisms across the
service. This focus on reflection
and evaluation has been a
significant investment across our
organisation this year and now
provides us with a platform on
which to base our next phase, re-
imagining our future.

Over the past year we have been
bold and creative, leading our
service system in promoting
health and wellbeing within

our community, engaging and
empowering our community

to make healthier choices, and
influencing others through this
process. Our leadership has

been evident, particularly in our
approach to the co-design of
services. Co-design has helped

us to foster relationships with
participants of our programs and
to build services with people, not
just for them. We have seen the
continued evolution our of mental
health programs and our trans and
gender diverse health initiatives
through this model and are thrilled
with the success that they have
seen to date. The co-design
element includes the employment
of qualified peer support workers
who are an invaluable addition to
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our workforce and we look forward
to expanding this approach in the
future.

It has been a busy year, but none
of the achievements we have

seen would be possible without
creative thinking, strong executive
leadership and a commitment
from the Board, whom | want to
thank for their service. Equally

as imperative to our success as

an organisation are our staff and
volunteers. | want to extend my
sincere appreciation for your
commitment, professionalism and
dedication to the people that we
support. Thanks to you, our culture
remains strong and inclusive as we
continue to provide an engaging
and therapeutic environment for
clients of our services and the wider
community.

I P

Finally, I wish to acknowledge our
Board Chair, Mr Bryan Crebbin
whose long-serving term will

end this year. Bryan has served
on the BCH Board for the past
nine years, overseeing major
strategic developments in his
time, particularly the design and
construction of the BCH Lucas
centre. We wish Bryan all the very
best in the next chapter of his life,
and thank him for his leadership,
contribution and dedication over
this last nine years.

It is an exciting time in community
health and | look forward to what
the next 12 months will bring.

BCH CEO -
Sean Duffy
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Our Strategic
Priornties
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Excellence in client-centred Leadership, advocacy & positioning

care & integrated health promotion « Maintain, grow and extend

BCH's profile, reach, influence
and credibility to drive improved
health outcomes for individuals
and communities.

 Deliver high quality services that
meet client needs and deliver
improved client outcomes.

« Deliver integrated services that
provide a holistic response to o Actively lead and contribute to
client and community needs and systems development, to improve
expectations. health outcomes changing

» Evidence-based health promotion population health needs.

and service delivery responding
to changing population health

Sustainability & growth
needs.

* Ensure a financially sustainable
business model that includes a

Culture of quality, learning & focus on social enterprise.

innovation (CQI) « Maintain and expand a highly

skilled, healthy and motivated
workforce including Board, staff,
students and volunteers.

» Support and promote an all of
organisation approach to CQl
which addresses all aspects of

quality, safety and governance. )
» Deliver contemporary and

« Alearning organisation that
is recognised as a provider
of evidence-based services
and programs informed by a
continuing process of research,
evaluation and innovation.

» Leverage efficiencies to improve
health outcomes.

fit-for-purpose infrastructure
and integrated information and
communication technology
solutions.

Maintain and develop best
practice governance.
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The Primary Care division provides responsive and timely services to
individuals, organisations and the community. Working across a range
of locations, the team works to strengthen BCH's quality healthcare
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provision and to build the organisation to be a preferred provider of
General Practice, Allied Health and Primary Care, underpinned by great
Customer Service. All facets of our Primary Care division operate within
effective clinical governance and quality frameworks.



General practice

General Practice operates

from four BCH sites in Lucas,
Wendouree, Sebastopol and
Smythesdale. In addition to these
in-house clinics, a GP clinic runs
through the Doctors in Secondary
Schools program at Mount Clear
Secondary College. Seven GPs and
six Practice Nurses deliver a full
range of general practice services
including: general check-ups,
care planning and coordination
for chronic disease management,
mental health planning, women's
health, vaccinations, minor
surgery and skin checks. Opening
hours are generally 9am-5pm
with an extended hours service
at Sebastopol on a Wednesday
evening until 7pm and a Sunday
morning clinic at Wendouree
running from 9am-12pm.

Our team of GPs and nurses
ensure our clients have access to

multidisciplinary care, linking them — we saw 5,324 attendances to our

to our Allied Health and Social
Support services, as well as external
services when needed. In the last
year we:

e recruited a new GP for our
Lucas service

» established a new Senior Nurse
role to provide leadership to
our growing nurse team

» reviewed data management
processes to improve recall
and reminder systems

» moved our Diabetes Nurse
Educators and Respiratory
Nurses into the GP clinics
team (to better coordinate
care and the prevention and
management of chronic
diseases (i.e. diabetes, asthma)

e improved linkages with the
BCH Sexual Health Clinic.

For the 2018/19 financial year

clinics. These visits included:

e 504 health assessments
(including Aboriginal and/
or Torres Strait Islander
clients, clients from a refugee
pbackground and age related
presentations - i.e. 75years+)

» 613 care plans
(including chronic disease
management plans)

* 1401 mental health
consultations

« 253 clients at the non-urgent
after hours clinics (Sunday
mornings).

Paediatric specialist clinics

BCH provides three specialist
paediatric clinics, two of which
are delivered in partnership with
Ballarat Health Services.



The Paediatric Immigrant

Health Clinic provides Vitamin

D treatment for immigrant and
Aboriginal children with a Vitamin
D deficiency and their immediate
families; and the Paediatric
Neurodevelopment Behavioural
Clinic provides assessment,
planning and treatment options in
consultation with a range of Allied
Health professionals for children
and their families.

In 2019, BCH commenced a new
Paediatric Clinic for children aged
0-5 years who are in contact with
Family Services. The clinic has a
focus on assessment, planning and
referrals for children to access the
specialised health care they need.
The establishment of this clinic
was partly funded by the Central
Highlands Family Services Alliance.

This clinic has been successful in
starting to address a gap for this
vulnerable group of children and
harnesses opportunities for early
intervention. More funding will be
sought in the 2019-20 financial
year and beyond to continue this
important work.



Allied Health

From young children to people
with (and at risk of) chronic
disease, the BCH Allied Health
team provides a range of services,
programs and activities supporting
individuals to improve their

health and wellbeing. Operating
across four BCH sites and in an
outreach capacity in the Golden
Plains Shire, our team specialises

in clinical disciplines including
Dietetics, Exercise Physiology,
Physiotherapy, Podiatry, Social
Work, Speech Pathology and
Allied Health. Recently we have
also partnered with Pyrenees
Shire to provide Hydrotherapy for
those who live there.

BCH's Allied Health team provides
access to services for eligible
clients with funding from the

State and Commonwealth
Governments. The team works in
partnership with GPs to provide
coordinated care to clients with
complex or chronic conditions.

Our services to clients accessing
both My Aged Care and the
National Disability Insurance
Scheme (NDIS) have been steadily
increasing, as has provision of
contracted services to aged care




facilities. In 2018/19 our Allied
Health staff have provided high
quality treatment, education and
care to clients including:

55,000 hours of funded
service

4,945 consultations via
Medicare (9% increase
over previous year)

NDIS: 841 hours of service
provision (establishing
services in this space)

around 1,300 hours of
Physiotherapy, 520 hours
of Dietetics and 312 hours
of Exercise Physiology

(to Nazareth House).

Dietetics

Our Dietitians provide individual
assessments and support, as well
as many education opportunities
in cooking and food preparation.
The sessions generally focus

on basic skills and using fresh
ingredients and BCH has partnered
with Ballarat Regional Industries,
Link Up and Peplow House to
deliver them. BCH also provides
dietetic group services such as:
BRI transition-to-retirement
cooking sessions, and nutrition
sessions in other towns including
Dereel and Bannockburn. We
sincerely thank the volunteers
who support this work.

Speech Pathology

Paediatric Speech Pathology
continues to grow at Ballarat
Community Health with an

increase in the number of services
provided this year, helping to
improve the speech development
of children in our community.

Exercise Physiology

Our Exercise Physiologists provide
individual assessments and support
to all clients and offer a number

of exercise groups that support
clients to meet their health and
fitness goals. Our exercise groups
include: McCallum Exercise Group,
Remedial Gym, Stroke Group,
Parkinson's Group, PD Warrior,
Living Longer Living Stronger,
Kallara SRS Exercise Group,
Hydrotherapy, Falls Prevention,
Seniors Group Fitness, Pilates,

Tai Chi for Arthritis and Tai Chi.



Podiatry

Our Podiatry team has provided
around 4,000 hours of State and
Commonwealth Government
funded services and over 3,700

consultations throughout 2018-19.

Our Podiatrists have provided
education sessions (about the
development of children’s feet) to
new mothers at Maternal & Child
Health groups and to people in
the community about Self Care

and Understanding For Feet to
enable better self-care.

Physiotherapy

In 2018/19, BCH expanded its
physiotherapy team and we
continue to provide high quality
services to NDIS clients and other
community members as required.

Intake

Our Intake Team ensures clients
can access the services they need
when they need them. They work
hard to implement a smooth
transition for all new clients
coming in to our service and

this year provided 1,185 hours of
service delivery for state-funded
community health clients. They
also provided intake assistance for
Commonwealth-funded clients,




Medicare Benefits Schedule (MBS)
clients and National Disability
Insurance Scheme (NDIS) clients.

Sexual health clinic

The BCH Sexual Health Clinic
operates five days per week with
a dedicated team of GPs and
nurses providing family planning
advice, access to contraception
(including long acting reversible
contraceptives [LARCs]),
pregnancy testing, options
counselling, medical terminations,
cervical screening, testing and
treatment for sexually transmitted
infections, and sexual health
counselling.

BCH commenced a new project
in 2019 with partners Your
Community Health, Austin Health
and Thorne Harbour. This four-
year project will build our capacity
to provide services for the trans

and gender diverse community.
We've appointed a Peer Navigator
to assist with the development
and growth of our services and
will integrate with the broader GP
clinics team over the next year.

In 2018/19, the aim of our Sexual
Health Clinic has been to improve
our accessibility and in 2019 we
commenced a new service in
Ararat, a previously un-serviced
area for specialised sexual and
reproductive health services.

We expanded the clinic from

its initial locale in Lucas to also
operate from our Victoria Street,
Sebastopol and Wendouree sites,
and improved links with our GP
clinics in all of these locations.
BCH also started an extended
hours service this financial year,
operating to 7pm on Wednesdays
in Sebastopol.

New partnerships have been
developed with Ballarat Health

Services using a telehealth
model and with a partner GP in
Castlemaine and Kyneton for
specialised services. A range of
services are also available to men
who have sex with men, with
extensive testing and treatment
options available including
provision of pre and post-
exposure prophylaxis (PREP and
PEP).

BCH prides itself on provision

of non-judgmental services that
are easily accessible and that
help community members to
feel safe, respected, welcome,
and supported in managing their
sexual health.

Sector Development

The Grampians Regional Sector
Development Team is auspiced
by BCH and sits within the



organisation’s Allied Health team.
Sector Development provides
information and support to
agencies across the Grampians
Region to help them adapt to
significant reform happening
across the sector driven by

both Commonwealth and State
Governments. In 2018-19 the
team:

» provided support to 38
agencies to navigate change
management in aged care
reform

» supported regional Aboriginal
Community Controlled
Health Organisations
(ACCHOs) to conduct self-
assessments against ‘key
areas of change’ which has
led to the development of
Koori Aged and Disability
Network Advisory Committee
(KADNAC) projects

e led over 30 network
meetings across the region

» reviewed and provided
feedback on over 30 Wellness
and Reablement Plans and
over 30 Diversity Plans and
Reviews

e conducted and facilitated
educational opportunities
for providers of Home and
Community Care (HACC)
Programs for Younger People
and Commonwealth Home
Support Programs (CHSP)
in key themes including
the Forgotten Australians,
Wellness and Service
Specific Assessments.

Customer Service

Our Customer Service team is
responsible for welcoming every
visitor on site and connecting
them to the person or event they
need, answering every call to

our main lines, supporting our
clinicians and other staff across
the organisation, and ensuring our
premises look and feel great. They
are often the first and last contact
a client will have with our service.

We provide a coordinated and
seamless customer service
experience across all seven
Ballarat Community Health sites,
navigating multiple systems,
funding streams and maintaining
a working knowledge of the
range and breadth of activities,
programs and services the
organisation provides.



In 2019 the team:

« answered more than 150
calls each day

» checked-in an average of
60 clients a day attending
for Allied Health

» checked-in an average of
250 clients a day attending
General Practice

» welcomed up to 800 groups
using our facilities.

There have been significant
investments made into improving
our frontline services with:

e more self-check-in kiosks
available to our clients

» a new phone system that
includes a range of innovative
features

* 3 new waiting room space
at Sebastopol - with the
development of an outdoor

children’s play area that was
opened in 2019

a new approach to team
meetings and additional
supports and training for the
team.
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This division leads the planning and delivery of BCH's health promotion,
health advocacy and community development work. It also drives service
system development, building the capability of health, education and/or
community services or sectors to respond to identified health, wellbeing
or educational and community engagement needs.
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Health promotion

Over the past 12 months, BCH
has worked closely with a range
of partners to increase healthy
eating and active living in the
region. This work is contributing
to our collective goal of a 5%
increase in the number of people
meeting healthy eating and
physical activity guidelines and a
10% reduction in the consumption
of sugary drinks by 2025. Our
role in this priority area includes
leading networks and initiatives,
advocating for access to healthy
food for people experiencing
food insecurity and working in a
range of settings — such as child
care centres and kindergartens,
schools, workplaces, sporting
clubs, community groups and
emergency relief agencies - to
implement health promoting
frameworks and activities.

This year, 25 kindergartens have
taken part in Smiles4Miles, an
early childhood dental health
promotion program that focuses
on the importance of eating well
(healthy food options), drinking
well (reducing or eliminating
sugary drinks) and cleaning

well (dental hygiene practices).
Twenty-two kindergartens

and child care services also
participated in the Achievement
Program this year.

The Tight Arse Cookbook is

part of our work to improve
healthy eating in the Ballarat
community. The range of recipes
supports at-risk people who are
experiencing food insecurity

to prepare low-cost, healthy
meals with limited ingredients.
Using co-design principles, the
recipes for the cookbook were
developed, tried and supported
by Federation College Foundation
VCAL students and Wendouree

Neighbourhood Centre's
cooking group. Participants of
these groups also contributed
photographs to the book.

We continue to provide evidence-
based programs to promote
safety in our community,
including managing the Central
Highlands Elder Abuse Prevention
Network and participating

in the state-wide Respectful
Relationships program. Our sexual
health promotion program in
schools has reached students

in nine primary and secondary
schools.

In 2018/19 1,512 year 9 students
from a range of Ballarat and
surrounding districts’ schools
participated in Ssmart Assk.

The program helps to improve
students’ knowledge, attitudes
and behaviours in relation to
alcohol, drugs, sexual health and



respectful relationships through
a series of highly interactive

education sessions.

One of the action areas in our
youth mental health strategy

is to implement a Community
Of Practice, with the focus on
prevention of mental illness and
early intervention. The inaugural
meeting of the Community Of
Practice was held in July 2018.

The purpose of the sessions is
to connect, share and explore
evidence-informed practices
and practice-informed evidence
related to mental health primary
prevention. Guest speakers are

invited to the sessions to present

on a range of topics, including:

» conflict resolution skills for
young people

» family violence

» patterns of use of social media.

The Community Of Practice has
36 active members representing 17
organisations.



Migrant and Refugee
Services

Our services are an important
resource for people from
refugee, migrant and asylum
seeker backgrounds. The BCH
Settlement team helps:

e people to access health care

e« coordinate and support client

settlement needs
(including English language
supports, education and
employment help and
community connections)

e drives projects to prevent and
respond to family violence.

We also work closely with
other services to enhance
their accessibility and cultural
responsiveness.

Harmony Week in March and
Refugee Week in June featured

a range of events supported

by our Settlement team. The
Refugee Week intercultural lunch
showcased a simulation of a
refugee camp, inviting participants
to better understand life and
conditions within the camps,

plus the dangerous experience of
boat journeys by people seeking
asylum.




In 2018/19, we extended provision
of settlement services to Ararat
as well as hosting a forum there
focusing on migrant issues (in
collaboration with the Grampians
Pyrenees PCP and with

support from Ballarat Regional
Multicultural Council). Around

50 community members and
representatives from 29 different
organisations participated, with
the forum paving the way for
future settlement initiatives in the
area.

During the course of the year,
BCH received funding for the It
Takes A Community project which
revolves around peer educators
from diverse backgrounds who
co-design and deliver activities
for the prevention of violence
against women. By engaging
diverse communities in family
violence prevention through
peer education, people in

these communities can learn
more about family violence, be
empowered to speak out and

be better able to support others.
Activities from the project include
the parenting program Tuning into
Teens and nuanced prevention
messaging through general health
promotion.

Our Safer Pathways project
engages service providers

and communities to improve
pathways and access to culturally
safe support for refugee and
migrant women at risk of, or
experiencing, family violence or
sexual assault (in the Grampians
Region). The Healthy Parents,
Happy Kids program was a
highlight this year. Working with
the Karen community in Nhill, 19
community members completed
the program and it was so well-
received that there have been
requests for more sessions.

We have also conducted
education sessions with general
practice staff, hospital staff and
other healthcare providers to
promote specialised resources for
people from a refugee, migrant or
asylum seeker background.

Pharmacotherapy and
Harm Minimisation Team

The Orticare Pharmacotherapy
network, which covers the
Grampians Loddon Mallee,
works to improve access to
treatment for opioid dependent
clients. In 2018/19 we saw a 74%
increase in pharmacotherapy
prescribers and an 8.3% increase
in pharmacotherapy dispensing
pharmacies.

Supports are provided to clinicians
through the video conferencing
Victorian Opioid Management



ECHO and the Rural Addiction
Medicine Pharmacotherapy
Specialist Service, linking on-
the-ground clinicians with
metro-based addiction medicine
specialists, and through regular
area-based clinical network
meetings. The take up of these
services has increased this year.

Our Alcohol and Other Drug
(AOD) Nurse Practitioner Clinic
continues to grow. The clinic
provides prescribing and ongoing
support for non-residential
substance withdrawal, Hepatitis
C screening and treatment and
smoking cessation. We received
an influx of 20 referrals on the
relocation of a pharmacotherapy
prescriber and AOD catchment
planning in the Grampians has
focused on intake and referral to
local AOD services. Agencies have
worked together to establish an
intake protocol for this service.

BCH has seen innovative

approaches to needle and
syringe program (NSP) provision
successfully introduced this year.
With the temporary closure of the
BCH Wendouree site in March, a
limited needle and syringe service
was offered from the mobile
health van for seven weeks. The
service operated for two hours on
Mondays, Tuesdays and Fridays,
distributing over 1,300 syringes.
Rapid Hepatitis C testing was
promoted to all van attendees

as part of a collaborative project
between Ballarat Community
Health, The Burnett Institute and
Penington Institute.

A Secure Dispensing Unit (SDU)
for needle and syringe program
equipment was installed at Uniting
Ballarat's Dana Street site during
2018. BCH volunteers prepare

the SDU packs and we value

the critical role of volunteers

in the ongoing operation and
sustainability of the unit. Fifteen
volunteers have received NSP

training and an estimated 272

volunteer hours were committed
to the SDU project over the past
12 months (see pg 28 for more).

"Before NSP training, | had

a different view of why the
program was running... but since
attending the training, | have

a better understanding of why
NSP is important to the entire
community.”

- Margaret, BCH volunteer

Research and Evaluation

An active research and evaluation
agenda underpins our role as

a regional leader in health and
wellbeing. Our research projects
align with our Strategic Priorities,
Vision and Mission. This year we
led and participated in a variety of



research projects including:
« volunteer heath

* pharmacotherapy
» regional settlement
e gambling

» food insecurity.

Partnerships with Federation
University, Monash University,
Penington Institute, Burnet
Institute and others have helped
us pursue projects and develop
our research capacity. We have

also supported or participated in a

number of research projects with
a range of partner organisations
this year. BCH and contractors

have presented at 10 conferences

including the 2018 Youth Health
Conference (Surfers Paradise)

and the 2019 Grampians Mental
Health Conference. We are also

(at time of writing) publishing two
journal articles related to our health

research and evaluation activities
and project-centred innovations.

Our Research Committee has
continued a very active agenda
over the past financial year,
reviewing research requests,
revising governance processes

and supervising the update of the

organisational Program Planning

Template and Guide to include an

expanded section on monitoring
and evaluation.

School Focused
Youth Service

The School Focused Youth Service

is an early intervention program
that works with schools and
community agencies in Ballarat,
Golden Plains, Hepburn and
Moorabool to support students
who are showing signs of

disengaging from school. Our team

helps these students to remain
actively engaged in education.

In 2018-19 we supported over 350

students and their parents/carers,

and around 250 school staff across
16 schools through the delivery of
targeted education programs. New
initiatives this year included:

 the implementation of Beyond
the School Gate, which
has successfully increased
engagement of secondary
school refugee and immigrant
families in their child’s
education/school environment

 delivery of trauma-informed
coaching for teachers and
other support staff in five
schools (who work together as
part of a larger School Focused
Youth Service project to
support students transitioning
from primary schools to
secondary schools).

We also facilitated the Primary
School and Secondary School
Wellbeing Network to provide
collegial support and professional
development to school wellbeing
staff.



Secure dispensing
of NSP equipment

@00 0000000000000 00000000000o0 @ e 0 0000000000000 000000000 o

In 2015 Ballarat Community
Health received Needle and
Syringe Growth Initiative funding.
Part of this funding was allocated
to the installation of a Secure
Dispensing Unit (SDU) for Needle
and Syringe Program (NSP) stock
to allow for 24-hour access to
sterile injecting equipment in
Ballarat's CBD.

After investigating a number

of sites, BCH entered into a
collaborative agreement in 2018
with Uniting Ballarat to install the
SDU at their Dana Street site.

The unit was installed at the

end of June 2018 and is only
operational after-hours. The unit
contains three product types; a
10 x Iml pack, a 5 x 3ml pack and
a steroid pack. All are vended at
no charge to the client. An NSP
disposal bin was installed at the
same time and NSP litter surveys

are conducted in the vicinity of
the unit each day.

The SDU has dispensed 41,980
syringes in the 13 months
following installation and has filled
a significant gap in NSP service
provision in Ballarat.

The success of this initiative

has been possible thanks to the
excellent collaboration BCH has
had with Uniting Ballarat, the hard
work of the Pharmacotherapy-
Harm Minimisation Team and the
support of our fantastic volunteers
who package the NSP equipment
for the SDU. Their help is critical
to the ongoing operation and
sustainability of the unit.




» Louise and Cecilia
Jpplies for distribution
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The Social Support division provides a range of services to children,
young people and adults. Social Support staff work with individuals and
families who want to make positive changes in their lives. Our purpose
1S to assist people to achieve their goals and we help them to do this by
empowering them to recognise their strengths, learn new skills, link to
thelr community and practice new ways of dealing with the barriers to
meeting their goals.




Alcohol and Other Drugs

This year our Alcohol and Other
Drug (AOD) team continued to
provide a range of voluntary and
forensic treatment services to
the community in Ballarat and
surrounding areas. Responding
to the needs of our client group
we have implemented an
aftercare program - Recovery
Group - for clients to continue
treatment after completing the
Therapeutic Day Rehabilitation
Program - Making A Change
(MAC). The Recovery Group

is a weekly therapeutic group
for clients who prefer group
settings or require additional
support while participating in
other treatment, and a brief
prevention program for those
who may be at risk of relapse. We
also provided support for family
members and significant others
of those impacted by problematic

substance use. This work resulted
in brief interventions, ongoing
counselling and referral to other
appropriate services.

Our AOD team participated in

a number of health promotion
activities and provided information
and education sessions to school,
community and workplace
audiences throughout 2018/19.

Late in 2018, the team was
awarded a Staff Innovation
Grant to develop and facilitate
an AOD101 training day for the
broader welfare sector and to
develop training modules for
workplaces who are providing
support to their staff around AOD
issues. These initiatives will be
developed into fee-for-service
programs.

In May 2019, we held a client
consultation that indicated our

clients highly valued the support
provided by our staff throughout
their healthcare journey. This
group of clients also said they
felt they were being treated with
respect and without judgement
and were able to move between
programs depending on need.

Services for Families &
Children

BCH assists children, young
people and their families to
make positive changes in their
lives. Through the Youth Services
team we create links and
partnerships with clients, families
and communities, alongside
appropriate professionals, and
empower and support them

on their health and wellbeing
journey. The team’s activities
include:



Ballarat Youth Housing
Creating Connections
Child Better Health Program

Healthy Mothers, Healthy
Babies

Homeless Youth Dual
Diagnosis Initiative

Youth Health Lawyer
Youth Support Service.

Our team uses a strengths-based
approach, working with clients in
a holistic way to ensure access
to safe and affordable housing,
quality healthcare, antenatal and
parenting support, education
and employment opportunities,
support to decrease offending
behaviors and legal support.

In 2018/2019 the team worked
with the Primary Care team to

develop a Specialist Paediatric
Clinic for Vulnerable Children.
The approach used has resulted
in integrated care, with the Child
Health Practitioner working
alongside the Paediatrician.




This year we implemented Hug
Your Baby for clients accessing
Healthy Mothers, Healthy Babies
and Maternal Child Health
services. The new initiative was
developed by staff from both
program areas and helped
parents to develop new skills,
better understand their baby and,
in-turn, develop a more secure
attachment.

Two other services also co-locate
at Ballarat Community Health
and work within our partnership
model. The Youth Health Lawyer
and the Homeless Youth Dual
Diagnosis Initiative enable a
multidisciplinary approach for
vulnerable young people while
focusing on the social model of
health (an underpinning position
for all of our activities).

Mental Health Supports

Clinical mental health services
are now available at BCH with the
commencement of the Forensic
Mental Health in Community
Health program this year.
Designed to meet the needs of
vulnerable clients with multiple
complex needs (including both
physical and mental health

issues) this program has been



funded within the community
health setting to ensure clients
experience a smooth transition
between programs.

Clients that are involved in the
forensic system, and require
oNngoing community monitoring
and assistance to rehabilitate

can be referred to our service to
receive suitable treatment. This
new program provides optimal
treatment by a suitably qualified
mental health clinician, along with
case management where needed.
The program incorporates a

lived experience workforce to
assist with engagement and to
instill hope for making positive

life choices. Clients have the
opportunity for a review by a
Specialist General Practitioner
ensuring all their health needs are
identified and, where possible,
addressed.

During this first year of clinical
service provision, we have seen
over 60 referrals (more than

80% male clients over the age

of 25 years). Numerous clients
who have received this specialist
treatment avoided having to travel
to Melbourne from rural Victoria
for similar services. Some clients
have even re-integrated into
employment and/or are receiving
ongoing physical health treatment
which was not available just one
year ago.

Counselling

The BCH Counselling team
provides a range of therapeutic
services for individuals, couples
and families. Approaches within
our counselling service include
individual therapy, group work,
single session work, community
education and secondary

consultations. The breadth of
services offered at BCH includes
generalist counselling, family
violence counselling, trauma and
torture counselling, Employee
Assistance Programs (delivered
under workplace health), critical
incidents and emergency
response counselling, support
after suicide counselling, and
options counselling.

Over the past year the team

has developed new community
mental health presentations on
stress management and healthy
minds that have received positive
feedback from community
groups.



After identifying a gap within
the local service system,

our counselling team has
commenced offering
therapeutic services for children
working across the Counselling,
Psychology, and Child Health
programs available at BCH.

headspace

headspace Ballarat is a youth-
friendly, community-based health
service for young people aged 12-
25 and their families. It is a place
where young people can receive
free help for health, education,
employment, mental health and
alcohol and drug issues.

This year, headspace provided
support to 1,319 young people
with 5,028 occasions of service.
Demand for headspace services
continued to rise in Ballarat and
the surrounding regions.

In November 2018, the inaugural
headspace LGBTIQ+ Ball provided
an opportunity for young people
aged 12-25 to come together

in an inclusive, safe, fun and



engaging environment that
celebrated sex and gender
diversity. Funded by the Healthy
Equal Youth (HEY) Project, the
Ball - a drug and alcohol free
event - was held at the Ballarat
Mechanics’ Institute and was
well supported by community
partners. 60 young people
attended the event and enjoyed
a DJ, photobooth (supplied by
B'You Ballarat) as well as plenty
of food and drink. The success of
this event has helped secure its
place in the headspace calendar
for the coming financial year.

headspace National recently
completed a survey of Family
and Friends’ of headspace Ballarat
attendees. The survey results
showed that:

» /5% of those surveyed
agreed that their family life
has improved because of

their child's contact with
headspace

55% of family members
believed that their child’s life
(school, work and social
relationships) improved
because of their involvement
with headspace

82% of family members
surveyed reported that
headspace staff found a way
to involve the family in their
young person'’s care.
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In February 2019, BCH launched
Connecting2community (C2C).
Developed by consumers for
consumers, and delivered by peer
workers, the program is funded
by WestVic PHN and is BCH's

first initiative based around a peer
workforce. Peers are people with
lived experience and qualifications
and this unique skill set is proven
to be very important in the
provision of client-centred care.
Those with experience of using
services truly understand and can
empathise and encourage others
in their recovery journey.

This individualised service helps
people achieve their goals in
managing and recovering from
mental illness through support,
encouragement and advice. The
client works alongside a lived
experience qualified peer support
worker to achieve their goals.

Connecting2community

launch

Though the program is so new,
clients have already engaged

or re-engaged in community
activities since their involvement
(e.g. returning to study, starting
exercise, linking to other health
programs).

The program was officially
opened by Hon. Catherine King,
Federal Member for Ballarat in
February 2019. Guest speakers on
the day included representatives
from the Victorian Department of
Human Services and the WestVic
PHN. BCH Senior Peer Worker
Rick Corney (pictured far right),
who was integral to the program’s
design, inspired the audience with
his message of the importance

of social connections in an
individual's recovery journey. The
program is now in full-swing and
will continue throughout 2019/20
and beyond.




PICTURED: Thé
team gather QNGBS




&

et

The Corporate Services division delivers a range of services that support
the day-to-day operation of Ballarat Community Health. Comprising
Finance, Human Resources, Information Services, Facilities, Fleet,
Volunteers and Student Placements; staff in the division work to ensure all
operational activities of the organisation run smoothly.
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Finance

The past 12 months has been

a period of significant growth

and development in our Finance
team. To continue to thrive in

an ever-changing environment,
we have streamlined a number

of processes and sought
opportunities for efficiencies and
further improvements. With this in
mind, we implemented of a new

payroll system and, in partnership
with HR, an integrated HR system;
bringing administration of payroll
software in-house, allowing
greater control and more effective
processing of requests.

We have also been seeking
electronic solutions to allow
us to automate current manual
processes in our accounts
payable and general finance

functions.

The addition of another
accountant to the team during
the year has made it possible

to separate the financial and
management accounting streams
and enabled us to deliver more
responsive and value added
reporting to management and
key stakeholders. There is now

a greater focus on adherence to



accounting standards, internal
controls and legislative and
reporting requirements.

Human Resources

In the last year our Human
Resources (HR) team supported
88 recruitment processes and
inducted 71 new staff. The team
also coordinated 18 compliance
training sessions (Values &
Behaviours, LGBTI, Cultural
Competency, Aboriginal Cultural
Awareness, ActgWork Bystander
Training) with 227 staff attending.
We supported implementation
of three replacement Enterprise
Agreements approved by the Fair
Work Commission, organised
the All Staff Day in October 2018
and coordinated the Leadership
Team response and actions to
staff feedback provided in the

Best Practice Australia April 2018
Survey.

In January 2019 we commenced
implementation of an end-to-
end HR Information System
(ActionHRM) which went live in
April 2019. The system includes
electronic leave approvals,
payslips and automated
organisation charts. We provided
comprehensive face-to-face and
online training modules to all staff
as part of the roll-out.

Work continued late in the
financial year on further electronic
workflows including electronic
letters of offer/contracts, payroll
onboarding, recruitment requests
and departure processes. We
commenced work on electronic
induction processes, performance
planning, timesheets and
employment variations as well as

the digitisation of existing hard
copy employment records with
full digitisation to be completed
during the 2019/20 financial year.

Volunteers and Students

BCH volunteer numbers remained
steady during the past financial
year with around 85 volunteers
involved in supporting us in
various ways. We farewelled the
regular Healthy Life Café at Lucas
but in its place ran two special
events — the Healthy and Active
Ageing Expo (see page 49) and
the Welcome to Winter lunch.



BCH was awarded the
Volunteering Victoria
‘Encouragement Award for
Research Collaboration’ for a
project examining whether the
health knowledge and health
behaviours of older volunteers
improves through volunteering
with a health organisation.

“We strive to ensure that our
volunteers are provided with
information, support and
opportunities to improve their
health knowledge and the
research has confirmed that this
is, Indeed, of benefit to them.”

- Michelle, BCH Volunteer &
Student Coordinator

We hosted 86 students in 2018-
19, with a total of 1,556 student
days across the 12 months.

In addition to our ongoing
support for Nursing, Exercise
Physiology, Dietetics, Psychology
and Medicine placements we
are now hosting more Social
Work, Corporate Services and
Community Services placements
than ever before.

Information Services

The past year saw significant
change and achievement in

the Information Services (IS)
environment at BCH. Our major
focus was the transition out of the
Grampians Region Health Alliance
(GRHA) partnership that previously
provided the organisations’
network, phone systems, video
conferencing systems, payroll
systems, HR system, email
hosting and cyber security
monitoring system. The transition

was an enormous undertaking
involving many staff. Our IS team
transitioned the network in March
and the phone system across all
sites in May. IS also supported

the set up of two temporary

sites in Wendouree, activated to
relocate staff and services while
refurbishment works commenced
in our buildings.

This year we increased the IS
team structure to provide more
support for BCH operations and
to allow the organisation to thrive
in a stand-alone Information
Technology environment. A

new Network Support role and
increased help desk support will
behin early in the new financial
year.



Facilities

The BCH Facilities team were
busy this year supporting the
organisation’s facility and fleet
needs. They coordinated the full
relocation of our Wendouree staff
members and relocated services
to temporary sites in the area
(Central Highlands Water and
Howitt Street). The move enabled
planning and building works

to occur in preparation for our
Wendouree site changes. Both
sites required considerable fit-outs
to ensure they were ready for
use. The moves were completed
efficiently with minor issues
resolved quickly. We appreciate
the support and patience of staff
and clients impacted by these
changes and look forward to
the improved facilities when
complete.

During the year significant
progress was also made on
construction of a new Men's
Shed in Sebastopol. BCH auspices
the Sebastopol Men's Shed

and we are pleased to bring

the group and the community

a new site that will help house
more members and their various
activities.




Healthy o Active

In October 2018, our Diploma of
Community Services students and
volunteers worked together to
plan and conduct the Healthy and
Active Ageing Expo, celebrating
the annual nation-wide Senior's
Month. The Expo provided
information to local seniors about
beneficial programs and services
— all delivered in a welcoming, fun
and entertaining format.

Around 120 people visited the
Expo throughout the day-long
event. Healthy food and drink
was available in our café (run
by volunteers) and music was
provided by the energetic U3A
Celtic Band.

Guest speakers included
members of Victoria Police,
Seniors Rights Victoria and Ballarat
Hospice Care, and wellbeing
sessions included relaxation,

Ageing Expo 2018

mindful eating, self-care for feet
and Tai Chi.

Twelve different organisations
were on hand to answer
guestions and provide information
to participants, with attendees
leaving knowing more about
personal safety, their legal rights
and advance care planning, with
smiles on their faces, a song in
their hearts and a full tummy.

This event is just one of many
great examples of the work our
students and volunteers do to
support health and wellbeing
initiatives for the Ballarat and
surrounding communities.
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art of the Healthy & Active Ageing Expo
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This year, our Communications
and Marketing team have
invested in branding and

digital platforms to continue to
raise the public profile of our
organisation. Focusing on health
promotion and service delivery
messaging, we use a range

of communications methods

to inform the Ballarat and
surrounding communities of our
diverse body of work.

Media Opportunities

This year, we continued to
advocate for community health
and wellbeing in the public space
through liaison with local and
broader media outlets. The team
managed over 40 positive media
opportunities (across both the
print and broadcast landscapes)
focussing on various health and
public advocacy issues. The
opportunities showcase the

breadth and depth of expertise
of BCH staff and continue to
position our organisation as a
caring, community-centric and
trusted health leader. We will
continue to share our expertise
in this capacity into the new
financial year and beyond.

Digital Communications

Significant developments in the
organisation’s intranet (internal)
and new website (external)
solutions continued this year
with both projects tracking well
for delivery to their respective
stakeholders in 2019/20.

Our social media channels grew
over the past year, with a focus
on Facebook (35% increase

in followers), Instagram (105%
increase in followers) and Twitter
(30% increase in followers)
garnering much engagement with

our diverse community members.
The team continues to create
custom content and promote our
organisation’s value and services
to the wider public.

Internal Communications

In response to staff demand,
internal communications have
been a major focus for BCH this
year. Folllowing the recruitment
of dedicated staff resources for
this purpose, and in the wake of a
comprehensive review of internal
communications processes, BCH:

e launched monthly CEO video
updates to help staff better
understand what is going on
at the level of the Board and
CEO, which have been very
well received

* launched a podcast series
for staff to assist those not
able to make the monthly



lunchtime information
sessions held at various BCH
sites - these have also proven
very popular, with a wider
public roll out expected in
the next financial year

brought graphic design
projects in-house, with
the ability to produce
professional reports,
brochures, presentations

and promotional materials
that inform community
members in an easily
digestible, aesthetically
pleasing and unigue way.

We will continue to re-think
and further develop our
communications systems and
tools into the new financial
year. We will also continue

to revamp our library of
communications throughout
2019/20, strengthening our brand
and making health and wellbeing
information more accessible for
our clients.






Our Board
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Qur Locations

Lucas Sebastopol Smythesdale Ballarat Central
12 Lilburne Street 260 Vickers Street 19 Heales Street 28 Victoria Street

Wendouree Wendouree headspace Ballarat
GP services Allied Health services 28 Camp Street
1104 Howiitt Street 2/7 Learmonth Road



Financial Summary

Statement of Profit & Loss and Other Comprehensive Income
For the Year Ended 30 June 2019

Operating Revenue

Operating Expenditure

Operating surplus/(deficit) for the year before other items

Other items

Total Comprehensive Income/(Loss) for the year

Current Assets
Non-Current Assets

Total Assets

Current Liabilities

Non-Current Liabilities

Total Liabilities

Net Assets

Total Equity

2019

$
17,984,052
(18,804,075)
(820,023)
106,823
(713,200)

2018

$
15,976,692
(15,819,968)
156,724
994,965
1,151,689

Statement of Financial Position

2019

14,573,720

16,535,660

31,109,380

5,964,480

1,188,911

7,153,391

23,955,989

23,955,989

As at 30 June 2019

2018

14,775,882

16,424,115

31,199,997

5498474

1,032,334

6,530,808

24,669,189

24,669,189
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Our community
reach

Ballarat Community Health staff
deliver our programs and activities
in a wide range of locations and
settings.

This map shows BCH-led activity
that is helping to increase healthy
eating and physical activity rates
in Ballarat and surrounds. This
work is undertaken in schools,
kindergartens, workplaces,
neighbourhood houses,

sporting clubs and various other
community settings.

We also work with community
members in other areas to ensure
they have the tools they need

to optimise their health and
wellbeing. Some of our programs
are delivered from community
venues and health services as far
west as Nhill and up to Mildura in
the north west.
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The Victorian Quality Account replaced the previous Quality of Care Report
in 2016 as part of the evolving quality and safety reporting landscape. The
purpose of the Quality Account is to provide information to our community
about the quality of care and safety of our services and to demonstrate the
systems, processes and outcomes of quality provided by BCH.
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1. CONSUMER, CARER
AND COMMUNITY
PARTICIPATION

Actions arising from the
Community Health Services
Victorian Healthcare Experience
Survey (VHES) results

The VHES was conducted in

late 2018 and provided Ballarat
Community Health with some
positive indications about our
clients’ perceptions of our
services. Benchmarked against
state averages, BCH saw positive
results against most indicators,
showing that:

« clients knew how to make a
complaint about our service

e clients were treated with
dignity and respect

» use of our health service
was beneficial to the clients’
health and wellbeing

e our clients were provided
with help to do things that
were important to them

e our clients rate their overall
care highly.

Additionally, our clients would
happily recommend the service
to friends and family showing
us they have strong and positive
feelings towards us.

INDICATOR BCH STATE
RESULT | AVG.

If you needed 57.9% 57.75%

to, do you positive

know how result

to make a

complaint

at the health

service?

Did you feel 92.0% 92.0%

that you were positive

treated with result

dignity &

respect?

How likely
are you to
recommend
the health
service to
friends &/or
family?

Do you think
using this
health service
has assisted
you in being
able to do the
things that are
important to
you?

Were you
treated unfairly
by the health
service for any
reason?

84.5%
positive
result

824%
positive
result

94.2%
positive
result

83.15%

76.58%

91.32%



Building the capacity of
consumers, carers and
community members to
participate fully in their own
healthcare

We work hard to create
welcoming environments for the
people in the Ballarat community.
We have taken steps, including
preparation of an Aboriginal
Reconciliation Action Plan and
completing the Rainbow Tick
Standards, to demonstrate

that our services are open

and accessible, particularly to
groups who might have negative
associations and perceptions in
health care situations.

Our client services are developed
using program planning and
evaluation tools to ensure

they are evidence based, have
appropriate evaluation methods
in place before service delivery
begins and that assessment and

e

planning comes from a strengths-
based approach. We do our best
to identify what the client wants
and needs rather than what the
clinician necessarily thinks is best.
We work with clients to develop
strategies that achieve positive
health and wellbeing outcomes.
A strengths-based approach is

a capacity building tool to give
clients the skills and abilities to
self-manage their conditions. We
provide information in accessible



formats to help clients better
understand their own care.
Information about client rights
and responsibilities equips people
to actively exercise their rights in
the health care environment.

We recognise the needs and
roles of carers in our community
(in accordance with the

Carers Recognition Principles
encompassed within the Carers
Recognition Act 2012). Carers
play an important part in the
healthcare process and their
views and expectations are heard
and respected.

The broader community receives
information about our services

in a range of ways including

via media relations, education
sessions, our website, lectures,
social media channels and
through direct interaction with
and feedback to the service.

Using interpreters

Ballarat Community Health is
committed to providing language
and interpreter services in
accordance with the Department
of Health and Human Services
Language Services Policy. We
use accredited interpreters and
provide appropriately translated
material wherever possible. We
also work hard to ensure clients
from culturally and/or linguistically
diverse backgrounds are not
discriminated against in any way.

BCH uses the Victorian Interpreter
and Translation Service (VITS) in
any situation where an interpreter
is required. Where there is an
element of doubt about the need
for an interpreter the organisation
always prefers recruiting a
translator than not. We do not
use clients’ family members as
interpreters to avoid any potential
conflicts. Multi-lingual staff are

sometimes permitted to provide
translations where conflicts do

not apply.

Engaging and consulting with
people with disability

Ballarat Community Health is
creating a Disability Action Plan
with key goals linked to;

e accessibility
e inclusion and participation

e training and non-
discriminatory attitudes

« equal opportunity

The Plan takes into account the
perspectives of staff, clients,
volunteers and others through
internal surveys. Consultation
took place with staff who have
lived experience or perspective
on disability. Client surveys and
feedback also informed our
accessibility and participation



activity. Stakeholders presented
their unigue perspectives through
consultative feedback sessions.
The final plan will be released late
in 2019 and will reflect the needs
of community members and
those of our staff.

2. QUALITY AND SAFETY

Feedback and quality

We continually seek client
feedback about our services,
staff and facilities. This feedback
generally takes the form of:

» general compliments and
complaints mechanisms

» responses to client surveys
e program evaluations.

The primary ool we use for
seeking feedback and responding
to complaints is a Client Feedback

Form. These forms are available to
all clients at all BCH site locations.
The forms have been designed
using Plain English and use
accessible graphics and emojis to
help with client comprehension
and understanding.

Clients have the option to seek a
direct response to their feedback,
to ask for specific actions to be
taken or to leave the feedback as
commentary only.



Feedback options are also
available via the BCH website
and can be completed over the
telephone. Our policy on Client
Feedback sets out the timelines
we use for responding to
feedback and the accountability
for those responses. A detailed
register is retained by the CEO's
office detailing all feedback,

response times and actions taken.

We regularly analyse the
feedback we receive with
summries provided to the
Board of Directors. We are
committed to being responsive
to client feedback and providing
meaningful actions to improve
our service quality.

Client surveys address more
general questions about our
service quality and stakeholder

needs. Service evaluations are
usually specific to a particular
program and are used to gather
evidence to assess the success of
a program. They can also inform
changes to future iterations of the
same program.

Our client feedback is extremely
valuable to us and helps us to
make important changes to
how we do things. For example,




this financial year, a client (who
identified as neither male nor
female) expressed some concern
about the following:

» signage on our toilet facilities
identifying their use for men
and women

e some content on our website
that advertised sexual health
services for men and women

« the inability for clients to
be registered within Client
Records systems with gender
identities other than male or
female.

This feedback made us reconsider
our approach to accessibility and
how facilities are signed. As a
result, these changes were made:

» we revised the language
on the BCH website to use
gender neutral terminology

« all single-stall publicly
accessible toilets received
all-gender signage (identifying
them simply as toilets without
reference to the gender
identity of potential users)

 the redevelopment of another
facility is to include all-gender
toilet facilities

» research and development
is being done around a new
client record management
system that encompasses
additional options for
the gender question
(including the ability for
clients to indicate they are
transgendered or non-binary
and options to not disclose a
chosen gender identity).

‘Issues That Matter’ Survey

Organisational safety is important
to us at all times. We work hard to
maintain the personal wellbeing
of staff and the clinical safety of
services provided to clients.

We know that supported staff
who are educated in how to
deliver effective services are more
likely to deliver them safely.

Ballarat Community Health
participated in the Best Practice
Australia ‘Issues that Matter’
Survey during 2018, providing us
with a broad understanding of
staff perceptions of service quality
and of organisational culture.

Some actions arising from the
survey results to improve staff
safety and wellbeing include:

e ensuring every new
program has scheduled
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time during establishment
phase to consult with and
train relevant staff who are
providing support (to improve
confidence and assurance of
safe service delivery)

reviewing staffing numbers in
the Customer Service team
to provide a range of front-of-
house and back-office roles

— to reduce stress levels and
increase job satisfaction

creating new coordination
roles in clinical teams to
provide high level clinical
governance oversight and
support, improving client
safety and outcomes

building additional file audit
tools to review/analyse client
files to identify and remedy
any omissions

provision of formal Values
& Behaviours training for

staff - to reduce the potential
for workplace bullying and
harassment issues.

Quiality measures arising from the
staff survey included:

» recruitment of additional

Communications capacity
to improve the content and
quality of messaging both
internally and externally

development of a Customer
Service charter to set
minimum levels of service to
clients at both the initial and
most direct points of contact

Client Journey mapping

to more comprehensively
understand the client
experience and ‘pain points’
for clients on their way
through health services

bolstering processes for
internal referrals so that

client care is facilitated to
be comprehensive, prompt
and with quality service
coordination

» undertaking the development
of a new Client Management
System to better support care
planning and coordination
across all services.

Accreditation and Standards

During the 2018/2019 Financial
Year, BCH maintained its
accreditation status against the
following standards;

* The Rainbow Tick Standards

e The Quality Improvement
Council Health & Community
Services Standards

» Royal Australian College
of General Practitioners
Standards for General



Practice

e The National Standards for
Mental Health Services

» The Human Services
Standards, Victoria.

BCH participated in a mid-cycle
review this year which resulted

in no mandated improvement
actions. Recommendations were
made to maintain a high level of
client records including ensuring

regular contact and ongoing
provision of information about
client rights and responsibilities.

Written and/or verbal material
about client rights and
responsibilities (including privacy
and confidentiality, the right to
make a complaint and advocacy
rights) is given to all clients when
they first enter our service and
at 12 month intervals. Clients are

supported to exercise their rights
without penalty or risk of loss

of service. Our easily accessible
complaint and other feedback
mechanisms, internally and
externally facilitated surveys and
program specific evaluations help
to drive this.

Other recommendations
addressed the maintenance of
accurate and comprehensive




personnel files and staff training
records.

During this financial year

a new Human Resources
platform, Action HRM has

been implemented to provide
reminders of credentialing and
compliance obligations and

to maintain a high level of file
maintenance. We are committed
to completing the NDIS Practice
Standards during 2019/20.

Sentinel & adverse events

Robust risk management
processes and safety protocols
contributed to BCH having no
recorded Sentinel Events during
2018/19. The current Australian
Sentinel Events List was used

as the benchmark for this
determination.

Additionally, BCH did not
have any Category 1 events

during the applicable period.

All adverse events, near-misses
and hazards are recorded in
the Victorian Health Incident
Management System (VHIMS).
In relation to Category 2 events,
the organisation did record four
matters during the reporting
period;

1. Aclientwho fell in a BCH
gymnasium and received
minor injuries after failing



to follow equipment usage
instructions.

2. A person participating in an
Exercise Physiology group
who suffered an unrelated
medical event and required
hospital transfer and
admission. They returned
to the service after a short
period away.

3. Using a walker in a nearby car
park, a client fell and suffered
modest injuries.

4. A person with no association
with the service was found
near BCH premises suffering
from a self-administered drug
overdose. On site care and
subsequent transport to a
nearby hospital was arranged.

There was no pattern identified
between the recorded events
though increased efforts were
made to keep staffing levels

high for all group-related work
so that continual monitoring of
participants occurred.

All exercise physiology
participants receive an
individualised plan and a falls
assessment where the need has
been identified.

No events across the year
required notification to
WorkCover or other external
authorities and BCH has not been
subject to any external inquiries as
a result of any alleged actions or
omission leading to harm.

Healthcare associated infections

Ballarat Community Health does
not provide in-patient services
but has aimed for a rate of

zero for healthcare associated
infections from the provision

of our care. That rate has been
maintained in 2018/19 with

no recorded Staphylococcus
Aureus bacteraemia infections
for our clients arising from
services received. The
organisation’s Infection Control
Committee regularly monitors,
revises and updates infection
control procedures including
its sterilisation practices in
accordance with AS/NZS
4815:2006. Clinical audits also
assist in improving processes
to maintain a zero rate of Staph
infections.

For the influenza season of
2019, Ballarat Community
Health achieved an overall staff
immunisation rate of 70% and,
for those staff involved in direct
health care delivery and client
contact, a rate of just over 80%.



Access to our service and the
environment within

BCH received positive results

in the Victorian Healthcare
Experience Survey (VHES) in
relation to the ability of clients to
access the health service, with
most indicators exceeding state
average. Clients indicated their
experience of finding out about
the organisation and its services
was positive, as was finding the

location and quality of transport in
the region. Customer Service staff
received high rankings and clients
indicated waiting room before

an appointment was reasonable.
Our physical environment

(the cleanliness of the service,
physical safety, the provision of
privacy and an overall welcoming
environment) was also well
regarded by respondents.

INDICATOR

Was it easy to
find out this
Community
Health Service
existed?

Was it easy for
you to find the
location of the
health service?

BCH
RESULT
87.9%
positive
result

86.5%
positive
result

STATE
AVG.

79.61%

84.27%




How clean
was the health
service?

How would
you rate the
transportation
facilities that
you use at
the health
service?

Did you feel
physically safe
at the health
service?

Did the health
service feel
welcoming?

Were you
given enough
privacy
during your
appointment?

84.9%
positive
result
84.7%
positive
result

98.1%
positive
result

92.9%
positive
result
98.2%
positive
result

80.86%

74.15%

93.86%

89.81%

94.28%

3. COMPREHENSIVE CARE

Clients and our team

In the 2018 VHES results for
Ballarat Community Health, some
of our clients expressed concern
about the amount of time health
workers spent with them and
some thought our team could
spend more time explaining
things to them.

This demonstrated to us that
clients felt rushed through
appointments and did not feel
they were necessarily being given
enough information to make
informed personal decisions
about their wellbeing. Since then,
clinicians have been encouraged
and resourced to take the time
to listen to their clients, provide
opportunities for questions to be
asked and use open questioning
to confirm understanding.

Now, where a client expresses

a lack of understanding about a
treatment recommendation, a
variety of methods will be used
to explain it - including written
and visual resources and different
discussion technigues.

Improving the experience of
clients with chronic disease

In the last year BCH has worked
to improve the management

of the chronic disease burden
of clients, recognising that
these conditions, such as Type
2 Diabetes, require careful
coordination of care.

In a changing funding
environment it is critical we
allocate to appropriate income
streams to ensure continuity

of care. At BCH, Information
Technology resources have been
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used to achieve better continuity,
allocating correct funding models
to individual appointments and
services.

When we set out to improve
existing chronic disease services
for our clients, the eight domains
of the community health program
were taken into account:

a) Cultural Responsiveness -
BCH provides spaces that are
welcoming and accessible to
people from different origins. A
variety of cultural artworks, flags
and symbols assist in creating
venues that feel like a person can
obtain services without fear of
discrimination or exclusion.

b) Goal-Directed Care —

Core to the BCH Model of Care is
a philosophy of delivering services
with clients not delivering services
to them. This is more likely to
make people active participants

in their own care rather than
feeling separate or excluded from
such care. Assessment and Care
Planning templates utilised by
clinicians emphasise the need to
establish a client's own intentions
and desires rather than ones
imposed by the health service.
Developing goals together and
the methods to achieve them
lead to more positive outcomes
especially when they include
linkages to community where
people can proactively maintain
links to family, community
groups and areas of employment,

volunteer and community service.

c) Health Literacy —

Health literacy improves through
the provision of accessible
written materials explaining the
nature of conditions, treatments
and risks. This is supported
through open questions to
support understanding. We use

a mix of industry and internally
developed resources to improve
understanding of health issues
and their long term impacts,
especially around conditions that
are not curable.

d) Health Promotion -

Ballarat Community Health is
committed to a health promotion
focus with prevention as key. In
our Integrated Health Promotion
Plan, mental health and healthy
eating practices are at the heart
of preventing chronic diseases,
helping people manage risk
factors before they manifest.

e) Facilitation of Self-
Management -

Clients are provided with the tools
they need for their own daily
self-management and control of
conditions (like diabetes, that can
vary on a daily basis).

In-Care Planning templates,



skill building elements and
supports are included to help
self-care. Reqular review clinics
and appointments also assist

in individual self-management.
Regular monitoring of outcomes
and good education build
confidence to further develop
self-reliance.

f) Focus on Early Intervention —
BCH is committed to using early
diagnosis to assist in chronic
disease management before

problems become overwhelming.

Itis at this point that detailed
referrals from primary health
care providers can provide a
basis for good coordinated care
and interventions that reduce
the individual burden of chronic
disease.

g) Use of Evidence Based
Practice -

BCH clinicians are provided
with professional development
opportunities and training

to assure they are confident

in current practice and that
treatment methods come from
a solid evidence base. When
correctly applied, treatments
reduce the likelihood of
adverse outcomes. Keeping our




knowledge up-to-date means
our treatment modalities are not
outdated.

h) Adopting a Team Approach —
Care coordination is essential

to positive chronic disease
management. BCH utilises Care
Coordination meetings where

a client's various clinicians work
together to achieve positive
outcomes and reduce stressors

on the client (i.e. being required
to repeat their personal story

to multiple people). This care
coordination also extends to
appointment management so a
client can see multiple clinicians
one after the other in the same
day to reduce the complexity of
attending scattered appointments
over a longer period.







Ballarat Community Health « Commonwealth Home Support

acknowledges the Wadawurrung Program

people as the traditional custodians « Commonwealth Department of
of the land on which our sites are Human Services

located.

» Commonwealth Department of

. . — Social Services
We are a Rainbow Tick organisation

and welcome people from all cultures
and backgrounds in to our service.

» Commonwealth Department of
Home Affairs

» Commonwealth Department of

BCH acknowledges the financial Industry, Innovation and Science

support of: + Medicare Australia
« Victorian Department of Health e Australian Multicultural Education
and Human Services Services

. : « Dental Health Services Victoria
« Victorian Department of

Education « Foundation House

« Department of Justice and « Berry Street
Community Safety, Victoria

e Regional Development Victoria BCH also thanks the individuals and
families we have received donations
from this year.
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