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INTRODUCTION

HIGHLIGHTS

This is the second Quality Account issued by Neerim
Health to be prepared and published according to the
Safer Care Victoria guidelines and the National Safety and
Quality Health Service Standards. These standards require
us to demonstrate our quality and safety performance
and initiatives with the aim of improving healthcare quality
and protecting our consumers from harm.

Over the past year our Board, staff and management team
have continued to focus our efforts to ensure we meet our
regulatory compliance and demonstrate our commitment
to ongoing and continuous quality improvement.

Whilst Neerim Health is not a public health service,
we believe in demonstrating our commitment to the
community we serve, our patients, their families and
loved ones, through the reporting of performance.

When we commenced Quality Account reporting in 2018
it was our intention to produce this valuable document
on an annual basis. By upholding this promise as part of
our Quality Improvement and Consumer Engagement
strategies, we will measure and report changes, trends
and improvements on a year by year basis.
We invite any questions or comments by way of feedback
via email.

This consolidated effort is best demonstrated in the
following summary of outcomes and achievements:

• Maintenance of our Private Hospital registration
with the Victorian Department of Health and
Human Services (DHHS) to July 2021
• On site review by the DHHS to ensure our
compliance and management of medications in
accordance with Drugs and Poisons regulations
• A major review of asset management processes
• A major review with WorkSafe and Corporate
CFA to ensure appropriate management and
compliance with dangerous goods stored on site

Kate Graham
CEO

ceo@neerimhealth.org.au

• Formalising collection of quality indicators for both
our operating theatre and aged care
• Formalisation of consumer participation in our
quality framework
• Preparation for the introduction of the new Aged
Care Standards and NSQHS and EQuIP Standards
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MEASURING
OUR PERFORMANCE

OUR STANDARDS

The measures for our hospital and operating theatre
are based on the National Standards, National Safety
and Quality Health Service (NSQHS) Standards.

Infection Prevention
& Management

NSQHS Standards were developed by the Australian
Commission on Safety and Quality in Health Care
with the Australian Government, states and territories,
private sector providers, clinical experts, patients and
carers. The primary aim of the NSQHS Standards is to
protect the public from harm and improve the quality of
health service provision. They describe the level of care
that should be provided by health service organisations
and the systems that are needed to deliver such care.
The Evaluation and Quality Improvement Program is
a quality assessment and improvement program for
organisations/health services and supports excellence
in consumer/patient care and services. Assessments
are undertaken by the Australian Council on Healthcare
Standards (ACHS).

Neerim Health is required to meet a range of quality
and regulatory requirements for the renewal of private
hospital regulations through the Victorian Government
Private Hospitals, Commissioning, Performance &
Regulations framework.
Neerim Health is also required to meet the Aged Care
Quality Standards through an assessment process with
the Australian Aged Care Quality Agency.
All assessment and accreditation processes include a
range of safety, quality and performance indicators with
a focus on consumer engagement, infection prevention,
documentation and risk management

Hand Hygiene

Neerim Health is registered with VICNISS Healthcare
Associated Infection Surveillance Coordinating Centre
and Hand Hygiene Australia to undertake mandatory
surveillance and benchmarking activities.
Staphylococcus Aureus Bacteraemia (SAB) Surveillance
Staphylococcus aureus Bacteraemia (S.aureus) is the most
common cause of all healthcare associated bacteraemia.
These infections can cause significant illness and in some
cases death. Evidence indicates that more than half of these
infections are associated with healthcare procedures and
are potentially preventable. The monitoring and surveillance
of SAB is a national indicator and is mandatory for all
healthcare facilities in Australia to submit monthly data.
•

100% free of SAB infections at Neerim Health

The Australian Commission on Safety and Quality
in Health Care (ACSQHC) engaged Hand Hygiene
» australian(HHA)
Safety and
Goals for Health
Care
Australia
toQuality
implement
the National
Hand
Hygiene
Initiative
(NHHI).
» antimicrobial
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including
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outcome
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the effectiveness
of the NHHI.
» national roundtable
experience,
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While
initially
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on
acute-care
public
hospitals,
HHA
» Commencement of a Health literacy Stocktake
resources are also available for all healthcare facilities, both
issue 15
December 2011
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aUStralian Safety anD QUality
GoalS for HealtH Care
Consultation period now open
the landscape of the health system
in australia is changing with current
health reforms. Safety and quality is
central to the delivery of health care,
and considerations about safety and
quality are embedded in the health
reforms.

australian Commission on Safety and
Quality in Health Care
Website www.safetyandquality.gov.au
email mail@safetyandquality.gov.au
tel (02) 9126 3600 fax (02) 9126 3613

in this context there is currently an
opportunity to build on the wide
range of work that has been carried
out over the last five to ten years to
improve safety and quality in australia.
there is an opportunity to agree on
the key safety and quality challenges
that could form the basis for
concerted and collaborative national
action across all sectors and settings

Work commenced to identify and
develop the australian Safety
and Quality Goals for Health Care
(the Goals) in august 2011, and
it is intended that a final set of
recommendations will be available in
late march 2012. the recommended
Goals will then be submitted to Health
ministers.
on 10 november 2011 aCSQHC
released the draft australian Safety
and Quality Goals for Health Care
for consultation and discussion.
the consultation paper provides
information about the context and
development of the Goals, and sets
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out the details of the proposed Goals
and why they have been put forward.

5 Moments for Hand Hygiene
Hand hygiene is the single most important factor in
reducing hospital acquired infections. Our hands may
look clean but microorganisms are invisible to our eyes.
Based on substantial evidence, the 5 Moments for Hand
Hygiene are designed to minimise the risk of transmission
of microorganisms between the healthcare worker, the
patient, and the environment.
We have two Gold Standard Hand Hygiene Assessors/
Auditors who submit Neerim Health hand hygiene data
for the NHHI. Neerim Health is required to collect and
submit 50 Moments of Hand Hygiene every 3 months.
The next data submission (July-Sept) is due in October 2019.

Continued registration with HHA ensures all staff have
access to hand hygiene and infection control on-line
training modules and allows compliance monitoring for
completion of these modules. Staff have also had the
opportunity to participate in a number of planned hand
hygiene practical demonstrations provided by
SC Johnson Professional during 2019.
We continue to use a consistent range of hand hygiene
products across the organisation ensuring ease of access
and use for Neerim Health staff, visiting Medical/Allied
Health staff, patients, residents and visitors.
Our ongoing investment in Hand Hygiene products,
education and the development of best practice
procedures, will ensure that we continue to move
towards our goal of 100% compliance with hand
hygiene and infection control prevention activities.

Healthcare Worker (HCW)
Influenza Vaccination Program

Tarago Views Resident Influenza
Vaccination Program

The VICNISS HCW influenza vaccination module
calculates the uptake of influenza vaccination within
Victorian hospitals/health services. The Department
of Health and Human Services announced that for
2019, the state-wide target for the public hospitals
and health service staff vaccination rate is 84%.

This year’s flu season was severe as anticipated. Neerim
Health continues to be fully committed to the ongoing
care, support, health and wellbeing of residents of
Tarago Views and again this year, provided all residents
with the opportunity to participate in our Resident
Influenza Vaccination Program.

A specific target has yet to be developed for private
hospitals and health services. The monitoring and
surveillance of HCW Influenza and the subsequent
vaccination uptake is a national indicator and is part
of mandatory reporting for all healthcare facilities in
Australia on an annual basis.

Residents and families/carers were provided information
regarding the program as well as a consent form to
complete prior to administration of the vaccine by one
of our visiting General Practitioners. All of our residents
that could receive the vaccination did so, however some
residents could not participate due to some prevailing
health issues.

•

Before touching
a patient

Before clean/
aseptic procedure

After body
fluid exposure

After touching
a patient

After touching
a patient’s
surroundings

•

81.7% of staff completed the Hand Hygiene Australia-Hand Hygiene online training

•

79.2% of staff completed their Hand Hygiene Australia-Infection Control Orientation online training

83% of staff received Influenza vaccination

•

89% of Tarago Views residents received
Influenza vaccination

Neerim Health is not currently mandated to officially
report on resident Influenza vaccination rates; however,
we view this as an opportunity to benchmark for quality
improvement next year.
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OUR PEOPLE
Advanced Life Support
Training Program
Advanced Life Support (ALS) training is a binding
requirement for Neerim Health to achieve Australian
Council on Healthcare Standards (ACHS) Accreditation,
ongoing state funding for Emergency Stabilisation
services and is considered best practice for a Registered
Nurse (RN) working within an environment where the
timely and appropriate management of deteriorating
patients is paramount. As Neerim Health does not have
a permanent on-site medical presence this staff training
program is even more significant and is a mandatory
training requirement for all RNs in our employment.
A comprehensive training program, delivered in
collaboration with the Clinical Educators from West
Gippsland Healthcare Group, provides our RNs with the
skills and knowledge to manage patients in immediate
clinical crisis. The program provides training and skill
development in the recognition, assessment and
immediate management of a deteriorating patient and
includes skill development in dealing with a cardiac arrest
and other medical emergencies in a clinical setting.

Neerim Health has supported two ALS competency
training programs this financial year that resulted in
14 RNs attaining their initial or annual renewal of the
ALS competency certification.

Student Placement Program
In 2019, we reintroduced a student placement program.
Neerim Health has registered with a secure, web-based
information system that assists placement providers,
such as Neerim Health, plan and administer student
placements with our partner education providers.
This web-based system provides a standard, consistent
and secure mechanism for communication between
health services and education partners and is available
to all placement providers in Victoria and their partner
education providers.
Neerim Health provides clinical placement opportunities
for student Registered Nurses (RN) and student Enrolled
Nurses (EN) and has developed education provider
partnerships with Skills Training Australia, Federation
University, Chisholm Institute of TAFE and TAFE Gippsland.
We have also facilitated an individual clinical placement
for a student enrolled in the Certificate III in Individual
Support course at Gippsland Community College who

was training to become a Personal Care Assistant.
Students in our program have the opportunity to gain
knowledge and experience across our organisation
including Aged Care, Sub-Acute hospital and Day
Procedure/Theatre areas.
We have seven student placements arranged for 2019
from May-December and we currently have 11 confirmed
student placements planned from January 2020.
STUDENT RN FEEDBACK

“I have enjoyed my time at Neerim Health.
The staff have gone above and beyond to
allow me to learn all aspects of hospital nursing.
I have been supported and encouraged to
build on my education and skills required to
become a qualified nurse. I feel I am finishing
my placement with a broader knowledge of
assessment and patient care. Thank you all
for your kindness and support”.


Karen Jones.

The development and provision of the ALS competency
training program is a significant achievement for individual
RNs and for Neerim Health. This demonstrates our
commitment to supporting all new and existing staff
members to attain their ALS competency.
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Staff training in
Safe Patient Handling
Our commitment to Safe Patient Handling training and
ensuring the safety of our residents, patients and staff
across the organisation has been a priority this year.
A robust Safe Patient Handling approach, that includes
such measures as eliminating or minimizing the manual
physical lifting of patients and residents wherever
possible and so far as reasonably practicable, has
helped to ensure the safety of everyone at Neerim
Health. We have reviewed all Safe Patient Handling
policies and procedures and ensured our staff have
received practical onsite and eLearning training
opportunities to support these practices.
Neerim Health has adopted the O’Shea NoLift System
which is a patient handling program designed to reduce
risk of injury to residents, patients and staff, improve
quality care and comply with legislation and healthcare
provision standards.

In March 2019 we funded a staff member to complete
the O’Shea “NoLift” Train the Trainer workshop. The
workshop provides a practical skills-based competency
program to ensure our staff member has attained the
appropriate knowledge and skills required to safely
move, reposition or transfer residents and patients.
Our trained staff member now delivers on-site Safe
Patient Handing training in-house at Neerim Health.
Our staff perform comprehensive patient and resident
assessments on a regular basis and use mechanical lifting aids
and other equipment to assist in the moving, transferring,
mobilisation and handling of patients and residents.
Staff training techniques include, moving or
repositioning patients or residents in different scenarios
including in and out of cars, chairs, beds and on and off
trolleys. Staff have also been supported in how to adapt
the procedures depending on the presenting situation,
for example, whether an injury is suspected, the level of
mobility the patient or resident experience and the level
of assistance a patient or resident can provide.

Strengthening Hospital Responses
to Family Violence Training
Neerim Health is committed to providing a safe and
secure environment for all patients, residents and
visitors who access our organisation and services.
It is well documented that family violence causes
significant physical and psychological harm to those
whom experience or are exposed to the effects. As
a response to the recommendations of the Victorian
Governments 2015/16 Royal Commission into Family
Violence, the Strengthening Hospital Responses to
Family Violence training has been developed.
Latrobe Regional Hospital (LRH) is the lead Gippsland
agency funded to deliver the training across the
Gippsland region. Michelle Dabkowski (Regional
Coordinator-Strengthening Hospital Responses to
Family Violence) and Neerim Health have partnered to
provide this valuable face-to-face training opportunity
to our first group of nominated staff in September 2019.

The participants included:
• all Managers
• representatives from Hospital/Aged Care
and Theatre nursing staff
• representatives from administration staff
• representative from Catering and
Environmental Services
The primary objective of the training is to provide
Neerim Health staff, clinical and non-clinical, with
training to recognise and respond to family violence
disclosures that occur within a hospital setting.

100% of staff nominated to participate completed
the online training module prior to participating in
the 2 hour face to face training session

• 79.2% of staff have completed their Manual Handling Victoria online training
• 85% of clinical staff have completed their Safe Patient Handling Practical
Competency training
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OUR CONSUMERS
Safeguarding Children online module training

Measuring and reporting on consumer feedback

Neerim Health acknowledges the Commission for Children and Young People standards on creating a child safe
organisation and as such, is committed to providing a secure environment for all children and young people who
access our organisation and services.

Understanding how our patients, consumers and aged care residents view the care and services we provide is vital
in planning for the future of Neerim Health. The feedback helps us understand the areas where we can improve
and the areas where we are performing well.

In August 2019, the “Safeguarding Children” online training package was sourced through The Australian Childhood
Foundation and we have commenced a staged role out of this mandatory training.

In this section, we report on the feedback across our services including: Tarago Views residents, Theatre day surgery
patients and Short-term restorative care clients.

Our first group of 14 staff have completed this training and they represent:

• Managers
• Hospital/Aged Care and Day Procedure/Theatre
staff representatives
• Administration staff representatives

100% of staff nominated to participate have
successfully completed the 10 module self-paced
training package and obtained certification valid
for three years.

• Catering and Environmental Services
staff representative
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Aged Care Survey

Theatre Satisfaction Survey

In 2018 the Quality and Safety Committee recommended adoption of the Australian Aged Care Quality Agency,
Consumer Experience Report framework to seek feedback from our residents. Utilising the same framework in 2019
we have gained feedback from residents that has allowed us to track trends over a two-year period as well as
benchmark nationally.

Our annual survey of theatre patients highlights:

Do staff treat you with respect?

100%

Do you feel safe here?

100%

Do staff follow up when you
raise things with them?

100%

The staff know what they are doing

100%

The place is well run

100%

I’m encouraged to do what I can for myself

100%

I am satisfied with the care and services

100%

Do staff meet your healthcare needs?

14%

Do staff explain things to you?

14%

If I’m feeling a bit sad or worried
there are staff here I can talk to you

14%

Do you like the food here?

14%
Strongly Agree

86%
86%
86%

28%

Disagree

100%

100%

98%

of respondents rated
the pre-admission phone
call as very good.

of patients rated
their discharge information
very good or good.

of patients rated the
overall quality of the
treatment and care
received as very good.

98%

96%

95%

of patients always felt
confident in their safety of
their treatment and care.

of patients felt they
were always listened to.

of respondents thought the
facility was always clean.

58%

Neutral

Theatre Clinical Indicators 1/7/18 to 30/06/19
Total number of planned patients – 1922
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Performance Indicator Reporting
Tool (PIRT) Indicators
The Australian Council on Healthcare Standards (ACHS)
is an authorised accreditation agency with the Australian
Commission on Safety and Quality in Health Care.
The ACHS Clinical Indicator Program is a data
collection, reporting and benchmarking service that
assists organisations like Neerim Health to measure
and manage specific aspects of clinical care. Quality
improvement is a major focus in health care and

ACHS Clinical Indicators provide a measure of clinical
performance and comparison with ‘peer’ organisations.
Neerim Health provides data six-monthly to the Clinical
Indicator Program. ACHS then analyses this data and
provides Neerim Health feedback in the form of general
and peer comparative reports.
Neerim Health uses this tool to track its performance
with every patient in theatre.
A selection of these indicator results from 1/07/18 to
30/06/19 includes:

• 100% of patients received a pre-admission assessment 7 days prior to surgery
• 100% of patients had documented evidence of the risks and benefits of the anaesthetic procedure(s) completed
by an anaesthetist prior to transfer to the operating theatre
• No patients had an unplanned return to the operating theatre
• No patients required management of severe pain
• 2 patients underwent post-operative treatment (for nausea and vomiting)
• 1 patient undergoing a procedure with an anaesthetist in attendance had an unplanned stay in the postanaesthesia recovery room for longer than 2 hours.
• No patients required ‘unplanned’ admission to an intensive care unit within 24 hours of a procedure
• 1 patient had their surgery cancelled after arrival at hospital due to an undisclosed pre-existing medical condition
• 5 patients had their surgery cancelled after arrival at hospital due to an undisclosed/unmanaged acute medical condition

Short-term restorative care for our
older community
Our Short-term restorative care (STRC) program provides
time limited, multidisciplinary and flexible care that
aims to reverse and/or slow ‘functional decline’ in older
people. STRC provides coordinated care and services
designed with, and approved by, each individual.
For the majority of clients, services can be provided in
their own home but if circumstances require or clients
require additional care and support, their STRC services
can be facilitated through a stay at Tarago Views Aged
Care (Neerim Health’s aged care facility).
The STRC program significantly increased its service
provision, across the Baw Baw Shire and Latrobe Valley
catchment, by 63% compared to the previous financial year.
Many clients made significant functional gains and were
supported in accessing the equipment and communitybased services they required to remain as independent
as possible during their initial episode of care.
A number of clients were referred back to Gippsland
Aged Care Assessment Service (ACAS) to determine
their eligibility to access a second episode of care
by our Care Coordinator to ensure their ongoing
improvement and sustained independence at home.

To increase community awareness of the benefits of
our program and to raise our profile in the greater
community during 2019, we’ve been actively marketing
and profiling our services in the local area and across
the Latrobe Valley through the mainstream media (The
Warragul and Drouin Gazette) and across our Neerim
Health website (www.neerimhealth.org.au) and social
media (Facebook).
We have had the privilege of presenting our STRC
program to a variety of community groups and other
stakeholders including: The Warragul RSL, Baw Baw
Shire Planned Activity Groups (PAG), Warragul Lions
Club, Warragul Community Centre-Gardening Group,
Neerim South branch-CWA and Gippsland ACAS.
Our STRC Care Coordinator also provides STRC related
resources and maintains regular contact with GP Practices
across the Baw Baw Shire and Latrobe Valley areas.
We are well advanced in a thorough policy and
procedure review of the STRC program, and engaging
in aged care and home care standards self-assessment
activities to ensure our program remains in line with the
new aged care standards.
Our annual STRC Client Satisfaction feedback process
provides important insights and ensures continuous
improvement across our team and services. Some of
the highlights for this reporting period include:
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STATISTICS (as at 22/8/19)

My views and concerns
were listened to during the
care planning and service
implementations process:

My individual needs were met
through my STRC program:

I was involved as much as
I wanted to be in making
decisions about my treatment,
care and services:

From one of our STRC clients
ALICE’S STORY
I was kept informed as much as
I wanted about my treatment,
care and services provision:

I felt confident and safe in the
way my treatment, care and
services were provided:

I was able to contact the STRC
coordinator when needed
throughout my STRC Program:

Alice was experiencing a general decline in her health
following an extensive stay in hospital, reduced mobility
and difficulty attending to her usual daily activities.
Following a visit to her GP, Alice was introduced to the
STRC program and was issued a referral to Gippsland
ACAS for an eligibility assessment. Alice was referred to
Neerim Health STRC Program at the beginning of 2019
and has since accessed the STRC program a second time
to support her ongoing independence at home.
Alice accessed a variety of community based and Allied
Health services to support her independent living at
home which were all coordinated and funded by the
Neerim Health STRC program.

As far as I could tell, the staff
involved in my care communicated
with each other about my
treatment, care and services:

Overall, the quality of the
services, treatment and care
I received throughout my STRC
program was:

Through Alice’s STRC program, she noticed an
improvement in her mobility and physical abilities as
well her psychological wellbeing. Alice reported that
she tends to isolate herself at times and that through
the program she enjoyed the regular visits from various
services. These improvements were also reflected
throughout Alice’s ongoing assessments and care
planning process.
Alice also reported that she enjoyed the program and
would recommend it to her friends and family if they
should require it. She continues to enjoy the support
and company that a small town brings to her life.

Alice’s services included:
• Physiotherapy assessment and regular planned treatments to improve strength, balance and mobility
• Occupational Therapy home assessment which resulted in minor home modifications-installation of hand-held
shower, handrails in the home/bathroom and access to a variety of equipment to support her ongoing safety
and independence
• A referral to “Meals on Wheels” for a short period of time to allow Alice time to rest and concentrate on
getting ‘better’ rather than having to prepare meals which she rarely ate as she was then too tired
• Shopping assistance and ongoing meal preparation services
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Quality and Safety meetings
The primary function of the Quality and Safety Committee
is to review and monitor all matters related to resident
and patient care, quality and safety at Neerim Health.
The Committee is responsible for quality and continuous
improvement, risk and safety, infection prevention and
management and regulatory compliance.
Membership of the Committee includes managers
from all areas of Neerim Health and a consumer
representative from the local community. Members
meet monthly to review, monitor and identify areas
for improvement across the facility.

Consumer representative report –
Christie Bransgrove
Earlier this year I was approached by Neerim Health to
take on the role of community/consumer advocate on
the Neerim Health Quality and Safety Committee. At
first, I was hesitant as I wasn’t sure what I had to offer
coming from an education background, but overtime
I have realised that any community member who takes
an interest can be helpful and I believe my contribution
has been worthwhile.
I have learnt that the professional and competent women
who are also on the committee do an incredible job of
running Neerim Health with skill, care and integrity. My
role is to ask questions, to ensure that the views of the
consumers are represented in discussions, and to offer
insights from the community. An observation or question
from someone outside an organisation can allow those in
management to consider a different perspective or gain
insight from how another organisations management (in
my case education) could assist their own.
I have very much enjoyed being part of the Neerim Health
Quality and Safety Committee as I feel I am contributing
to our community and being able to learn about the
complexities of the health sector at the same time.

Consumer forum feedback

Conclusion

42 people attended a Community Forum on 7 February
2019 at the Algie Hall in Neerim South.

Our Quality Account once again, demonstrates the
commitment that the Neerim Health Board and staff
strive for to ensure the delivery of safe and high-quality
health care to our patients, residents and their carers.

Kate Graham, CEO, provided an update on the recent
highlights and challenges faced by Neerim Health and
outlined three priorities:
• New health services and funding streams to
ensure sustainability

Transparency and open disclosure, improved consumer
engagement, management of risk and continuous quality
improvement are the foundations on which Neerim
Health continues to build and expand our health services.

• Greater levels of consumer engagement
• Increasing collaboration across the community
Kate responded to questions from the community on
a wide range of subjects including bed occupancy, the
types of surgery available, opportunities for diversifying
services such as palliative care and the financial
challenges facing the ongoing viability of the services.
The feedback from the Community Forum has directly
informed Neerim Health Strategic Planning processes
for the next two years. The Neerim Health Strategic
Plan Executive Summary was launched in August 2019.
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Address: 29-39 Main Neerim Rd, Neerim South VIC 3831

Phone: (03) 5628 1226

www.neerimhealth.org.au

