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NDCH acknowledges that our work occurs on

the country of the Traditional Owners of the

area , the people of Barapa Barapa , Wamba

Wamba , Yorta Yorta and DjaDja Wurrung and

acknowledge their ancestors who have been

custodians of this land for thousands of years .

We acknowledge and pay our respects to their

Elders , past , present and emerging , and

through them , to all Aboriginal and Torres

Strait Islander people .

ABORIGINAL & TORRES STRAIT ISLANDER
PEOPLE AND COMMUNITIES

LGBTIQA+ COMMUNITIES

NDCH proudly supports the LGBTIQA+

communities .

Aboriginal and Torres Strait Islander people should be aware

that this report may contain images of people who have died.
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Our Mission

To provide an innovative, coordinated and quality experience to people in our
community, which enables them to increase their control over maintaining or
improving their health and wellbeing.

Our Vision

Healthy, empowered and connected people in our rural communities.

Accreditation

Quality Improvement Council (QIC) Health & Community Services Standards
Human Services Standards (HSS)
NDIS Practice Standards
Aged Care Quality Standards (accreditation delayed due to COVID-19) 
RACGP Standards (accreditation due in 2022)

We are committed to continuous quality improvement and maintain full accreditation
against these standards:
 

 
NDCH receives funding from the Victorian and Commonwealth Governments.

Our Values

Innovation
Caring
Integrity
Advocacy

Respect
Empowerment
Accessibility

NDCH is a not for profit registered charity.
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OUR PURPOSE
1.1 The World Health Organisation in its Social Model of Health defines good

health as a state of optimal physical, mental and social well-being, which is

seen as a resource for everyday life, not the object of living.

1.2 Adopting this definition of good health, the purposes of the Service are:

a) to improve the level of good health in the community through access

to information and knowledge and skill development in order that

people can take greater control over their lives;

b) to create a community resource service for individuals, groups and the

broader community that promotes healthy lifestyles;

c) to actively encourage and support community participation in the

development, management and delivery of health services;

d) to foster a personal, friendly, responsive, ethical and confidential

service that provides and maintains a high standard of professional

conduct;

e) to provide a community health service that is geographically and

financially accessible;

f) to integrate and use the range of health services available;

g) to have community development as the underlying philosophy of the

Service so as to ensure:

(i) a local identity,

h) to provide field experience and supervision for students in training and

to be a resource agency for others; and

i) to use a health promotion framework upon which all activities of the

Service are modelled and provided.

(ii) community participation,

(iii) skill and knowledge development, and

(iv) the best use of resources;
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I am pleased to provide my first Annual Report to the clients, patients, communities and
other stakeholders of NDCH.  At the time of writing this report, I have been in the role of
Chair for 12 months.  Prior to that, Merril Kelly served as Chair for 7 years. It is therefore
fitting to reflect on the awarding of Life Membership to Merril at the 2020 AGM, along
with Elaine Bartram, Margaret Piccoli and Lianne Lloyd, who have all served NDCH in an
exemplary way since the beginning over 30 years ago. 

The Board has had a busy year supporting the organisation and providing guidance and
support to the Executive Team.  As COVID-19 has greatly reduced our ability to consult
with our communities and stakeholders, and also given us much to focus on, we have
adopted a 1-year Strategic Plan. Hopefully, in the coming year, with lockdowns a thing of
the past we will be able to undertake a full review of our Strategic Plan and engage with
our clients/patients and partners to develop a new one.  We also adopted a number of
other important documents and policies, including:

As my predecessor, Merril Kelly wrote: "the Board was more than happy to adopt the
Quality Governance Framework, it is such a comprehensive and well planned document
which is one of the guiding documents NDCH lives by. This document which has been
developed and refined over the last few years makes it very clear of the responsibility of
everyone at NDCH from the Board to the people working at the frontlines of care to
ensure that our community health systems are strong and continue to be strong, to be
able to deliver consistently safe and continuously improved care to our communities." 

The Board were actively involved in the NDIS Audit in July 2020, and were pleased with
the positive outcome. This was the first time NDCH had been assessed against the new
national NDIS Practice Standards. The work done at all levels of the organisation to
transition to the National Disability Insurance Scheme has been significant over the last
few years and such a result is a great outcome.

As a Board we have maintained our longstanding commitment to the professional
development of our workforce. The mandatory training for all staff was expanded to
include the necessary COVID-19 infection control measures. A Cultural Safety training
program was provided across the organisation with great feedback from staff on how
this training strengthened their capacity to respond in a culturally safe way.

The Board continues to ensure our own effectiveness through a comprehensive
evaluation process that identifies strengths and any areas where Directors feel they
need to develop their skills. 

CHAIR'S REPORT

NDCH Covid 19 Recovery Plan
NDCH Board Charter
NDCH Quality Governance Framework
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This work strengthens our position as a health service, giving the Board as a group and
as individual directors the ongoing resources to perform our role of oversight for a
valued community health organisation. 

As a Board, we enjoyed some great staff presentations.  Presentations have been made
at our meetings by Health Promotion, Community Support and Allied Health teams, as
well as by the Quality Governance Leader. The Board appreciates putting faces to names
and roles and learning about the work done in our communities.

Place-based services continue to be our focus and while we do want to continue to
access the benefits of telehealth, we do not wish to take away the face to face services
we provide. Choice and control for clients and patients remains our focus and we
continue to see great innovation at the service provision level in making sure our
services and programs get to where they are most needed. 

Despite these continuing unsettling times, as an organisation, it is essential that we
review our organisation and the impact of COVID-19. Despite the disruption, there are
certainly learnings and positives to take from this time.

In my time as a Director of NDCH, and now as Chair, I have been impressed by the
partnership work NDCH undertakes with other health and community services
organisations. This has never been more important than during the pandemic. I am
proud of the work NDCH has done in partnership with local, regional and state agencies
to work with, support and protect our communities from COVID-19. A lot of this work
happens behind the scenes and I commend our Executive Team of Mandy, Brad and
Alexia for their dedication and advocacy for our communities, which can happen in very
challenging circumstances (such as a global pandemic). But, it also happens within our
communities by all of our staff, and I want to congratulate our workforce on another
year of extraordinary achievement, professionalism and innovation. 

To my fellow Directors, I say thank you for your continued commitment and leadership, I
am proud to be Chair of such a progressive and successful Board of Directors. 

Cameron Hodge
Chair
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CEO'S REPORT

It’s a great pleasure to report back to our community about what we have been
achieving at Northern District Community Health (NDCH) over the last year. 

Community Health and COVID

We have experienced another year of a global pandemic that affected all of us in some
way in our rural communities. We have been amazed that the pandemic can bring out
the best of humanity, connection and solidarity. It has also been incredibly challenging
for many of us.  For the team at NDCH we have risen to the challenge and prevailed. 

NDCH continues to play a leading role locally in the COVID-19 public health response,
alongside our partners. Working side by side (albeit remotely from different parts of our
service area), our Board, staff, Community Reference group members, Elders and
clients/patients have all played a part in responding to the demands on our
communities. This work is strengthened by our collaboration with local partner
organisations, including: Cohuna District Hospital, Kerang District Health, Boort District
Health, Mallee District Aboriginal Services (MDAS), Vic Police and the Gannawarra and
Loddon Shire Councils. Regionally, valuable partnership work has included Bendigo
Health’s Loddon Mallee Public Health Unit.

NDCH have maintained a 5 day per week Screening and Assessment Clinic, testing
thousands of people for COVID-19. This has been while also 
delivering flu and COVID-19 vaccination programs in 
Cohuna and Kerang, and supporting COVID-19 
positive patients at home with our partner 
health and community services organisations. 
Our Community Health colleagues across 
the state have similarly done great work. 
It demonstrates that Community Health 
is an important and essential part of the 
health care system and can be relied 
upon to rise to any challenge and 
deliver quality outcomes.

Welcome
!
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Our Staff

Another outstanding year by team NDCH! We have enhanced leadership capacity across
the organisation by investing in training for our Leadership and Quality team. We have
established a Quality Mentors team to provide guidance about the Quality Governance
Framework and to help define and measure the quality care experience at the front line.
We have also established a Workplace Wellbeing team, who have led many workplace
wellbeing initiatives, including the review of our NDCH culture.
Staff continue to be flexible and, on top of delivering extra services required during a
pandemic, maintain their usual roles. It truly is humbling to be part of such a generous,
committed team. Thank you! 

Community Voice

We have strengthened the voice of our community into the design of our services via
our newly formed Community Reference Group. This dynamic group has already
contributed to co-designing our COVID-19 vaccination campaign. 
Our conversations with the Kerang Elders and Leaders continue to be rich and guide our
work in partnership with MDAS to deliver cultural capacity building in the next
generation. Likewise the Gannawarra Disability Reference Group and the Mental Health
Carers group remain important community connections.

Integrated Approaches to Health

We would like to thank our funders and partners who collaborate with us to identify and
address emerging needs, harnessing our collective efforts to improve the health and
wellbeing of our community. There continues to be great opportunities for us to grow
and nurture these ways of ‘working better together’ so that we are continuously
improving the capacity of the sector to provide safe, high quality and innovative supports
for rural communities. 

The Buloke, Loddon, Gannawarra Health and Wellbeing Executive Network continues to
be an example of possibilities of new innovative partnerships with each other, with the
inclusion of education through the North Central LLEN, and a focus on the next
generation. The Integrated Health Network continues to focus on the future and a
sustainable rural health workforce, with the support of the Murray PHN and state and
federal departments of health. I am also proud of my role as Chair of the Loddon Mallee
Rural Generalist Program, another partnership that is bearing fruit.

Finally, as the Primary Care Partnership model shifts into the new Public Health Unit
model, a continued focus on nurturing a place-based, trusted local partnership
approach will be fundamental to its success.

I wish to express my gratitude to our Board of Directors who generously give their time,
expertise and guidance, which is highly valued by us all.  Finally, sincere thanks to Alexia,
Brad, Matt, Cameron, and Meghan, and also to my family for their support and care.

Mandy Hutchinson
CEO
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CORPORATE
SERVICES REPORT

2020/21 has been a challenge for everyone, whether you work in health or not. We have
all had to adjust to the way we do things. Working from home. Seeing health service
providers over telehealth. Wearing personal protective equipment (PPE). 

Balancing the desire to do more with the demands of ensuring the future of NDCH is
always a challenging thing. Management and the Board continue to negotiate and
consult over how we can do as much as possible for our communities within funding
limits. We keep looking for new ways to innovate and make the most of funding
opportunities. This includes working with state and federal government departments,
local governments, local and regional health services with whom we work in partnership,
Primary Health Networks and Primary Care Partnerships.

As we have taken on new opportunities for service provision beyond what was once
considered our service area into other local government areas, we have had to recruit
new staff. Recruitment of health professionals to rural areas has always been difficult. It
has been even more difficult during the pandemic. As an example of how difficult this
can be and how we can overcome, in 2020 we recruited a new member of staff who
could not leave Melbourne for the job interview. All the normal interviews and checks
were carried out over video conference and telephone and the worker started the job
over Telehealth while still living in Melbourne. The level of innovation we have all had to
undertake during the pandemic strengthens our capacity to think outside the box into
the future. What we used to think of as barriers or limits have become opportunities.

Managing risk on a corporate level remains a top priority.  We continue 
to manage risk across the organisation with ongoing evaluation 
of the NDCH Risk Management Plan. The Finance and Risk 
Committee and the Executive Team review risks across 
corporate services and programs and services, 
planning to expand the programs and services risk 
management elements to ensure risk continues to 
be managed at a clinical level. Risk for a health 
service is never just about budgets, occupational 
health and safety, and accreditation. All of those 
things are vital to our ongoing viability and being a 
safe place for our staff and clients/patients. But risk 
must be managed at all levels of 
the organisation, from the 
big picture stuff down to 
what each of us do in our 
daily work.
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Managing the financial risks of the organisation continue to be supported by external
financial auditing through the Victorian Auditor General’s office (VAGO) audit that is now
required of health services each year. This year we underwent the second VAGO audit
and I am proud to say we met the requirements of the audit and have already begun
implementing the suggested improvements. Our auditors continue to be a source of
wisdom and advice across the whole year, which I am extremely grateful for.

Corporate services within a health service are as integral to the organisation as the
programs and services we provide. One cannot exist without the other and I am proud
to say this is something our Board and Executive Team fully appreciate. The Corporate
Team Leaders, Finance Officer and Customer Engagement and Medical Reception staff
do a phenomenal job, especially this past 18+ months of a global pandemic. I want to
congratulate them all on their steadfast commitment to providing that first contact for all
our clients and patients in what has, for everyone, been a very difficult year.

The vast majority of our clients and patients have been grateful and understanding to us
for continued service provision over the past year, even when we have had to lockdown.
The patience and understanding our clients/patients have shown us continues to be one
of the rewards we all gain from this work. Anecdotally, the Medical Reception and
Customer Engagement staff have encountered increased aggression directed towards
them during the pandemic. The stress we have all experienced during the pandemic as a
community, both in our personal lives and professionally, means our frustration levels
are high. We continue to support all of our staff and Doctors to reduce the risk of
healthcare violence and aggression, which NDCH has a zero tolerance for.

As we move into the future where COVID-19 is “endemic” in that it is part of our every
day lives much like the flu, we continue to plan and innovate to ensure the safety of our
staff and clients/patients, the continued provision of quality services and programs, and
the sustained viability of NDCH into and beyond its fourth decade. Our partnerships with
other organisations locally and regionally, our relationships with our communities, a
strong and safe workforce, and a strategic plan to lead us forward in the achievement of
our goals, set us on the right path. Taking the time to embed the learnings from our
experiences during the pandemic, is essential, whatever the future brings.

I would like to thank the NDCH workforce for their continued commitment, resilience
and integrity. To my Team Leaders and staff, I want to say that your work and
achievements are incredibly valued. I am proud of the work you have done, sometimes
under difficult circumstances when things were changing so quickly and unexpectedly. 
 You have embodied the values of NDCH and should hold your heads high. You make
coming to work every day even more rewarding. To Mandy and Alexia, thank you for
your continued collaboration, support and dedication. To our Board, I appreciate all the
hard work we have undertaken together, am inspired by your dedication, and look
forward to our future work together.

Brad Tarr
General Manager, Corporate Services

NDCH Annual Report & Quality Account 2021 Page 11



PROGRAMS &
SERVICES REPORT

This year has continued to be a challenging one with our community experiencing
COVID-19 much closer to home.  NDCH has worked to ensure that the community
continues to be able to access high quality care that they expect and deserve from a
Community Health Service and Medical Clinic. Alongside this very important work, we
have also been working tirelessly to ensure that our community has the information,
care and support it needs in response to the COVID-19 pandemic. 

The NDCH Quality Governance Framework developed throughout 2020 and embedded
through 2021 evidences our objectives and actions in delivering high quality care at
NDCH. The Framework outlines how we make sure that care is connected, person-
centred, effective and safe with a focus on vulnerable communities. Through this year of
change, team members have embedded into their every day work new ways to achieve
high quality care  for every client, every time. 

The Executive Team and the Quality Governance Leader have worked with the teams to
detail what they need from the organisation to support them to deliver this high quality
care. Part of this process was a survey to all team members to understand what they
wanted to be known for within the community. From the data collected in the survey, the
top two results were being professional and welcoming. It is rightly so that both of these
are highly valued qualities for healthcare workers in a community setting. 

Safe Care

During the pandemic, staff have made essential changes to the way they deliver
programs and services to ensure themselves and their clients and patients are safe. This
has included changes to all aspects of the client journey such as how clients are
welcomed in the service, whether the care delivered is face to face or on telehealth, and
how clients and patients are supported back out into the community and their everyday
lives. COVID has taught us the real value of looking after ourselves and each other. Our
work in the COVID-19 Screening and Assessment Clinic, as well as the Vaccination Clinics,
has seen great examples of people making positive decisions for their own health and
for the health of the rest of our communities. 

Connected Care

Connected care has always been a priority for NDCH but has become even more
important when communities are asked to isolate to reduce the spread of COVID-19.
Changes this year, to enable more connections to ongoing care, have included working
with local and regional agencies to review our systems to ensure the patient journey is a
smooth and warm transition from one service to another. This work has been well-

NDCH Annual Report & Quality Account 2021 Page 12



informed by the feedback we received from our clients/patients and organisational
partners. We appreciate the time and effort people put in to giving us this information –
it means we can identify gaps and opportunities for improvement. 

Person-Centred Care

Person-centred care is a defining area of difference for a community health service from
other more acute settings as we work with people in their own homes and communities.
During the pandemic as we worked to reduce risk of infection from the virus for both
staff and clients/patients we knew we needed to be flexible in our service delivery to
guarantee continued service provision. So we adapted our current services and
programs to a telehealth model. We undertook comprehensive risk assessment during
lockdowns to make sure those most at risk of deterioration were still able to be provided
with essential care. Wherever possible, individual, group and family sessions were
delivered via telehealth, including over the phone or through online video platforms. 

Effective Care

People use our programs and services to live their lives differently and so effective care
is a high priority for us. Client centred goals enable our team to understand the
client/patient and all enablers, barriers and objectives to self-managing their own care.
NDCH staff have the capacity and ability to work alongside a client/patient to understand
their health journey so far and then offer support and strategies to achieve their goals.
This includes offering accurate and timely information in an environment such as the
pandemic when not everything is known and information can change quickly, but due
care is given as they make decisions for themselves. 

2020/21 has again given us many opportunities to listen to what our community is telling
us and for us to then work with them and our partner organisations to deliver a high
quality community health service. We know why we do this work as we strive to increase
the health equity for rural community members. The innovation and determination of
NDCH staff, GPs and Directors shows us how we can do this. 

Finally, thank you to Mandy and Brad for their continual support to me throughout this
year and to the whole NDCH team in bringing high quality care to the community. 

Alexia Stephens
General Manager, Programs & Services

"You're all amazing!  Please
pass on big thanks!"

Partner Agency Feedback

"I just wanted to say a HUGE THANK YOU for all
your effort in putting together the video for us. 
 I honestly cannot thank you enough for
working with us and using your talents. Thanks
also to Mandy & Alexia for allowing Matt A to
spend time putting this together."

Partner Agency Feedback

"Your team's support in this
was very much appreciated."

Client Feedback
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ALLIED HEALTH
TEAM REPORT

The Allied Health Team has been busy over the past year adapting to the many changes
of working during a pandemic. The team has been mindful of the importance of
continuing care for a person with a chronic disease to prevent complications that might
occur if care is delayed.  The use of extra personal protective equipment (PPE) has
become a fixture of healthcare, not just in clinical settings.  Hand sanitiser, masks, extra
disinfectant and sometimes even face-shields have become part of the daily routine.
Read below to find out how we have kept services being delivered during COVID-19.

Podiatry care was greatly reduced throughout the
Covid19 pandemic as the majority of podiatry care requires
face-to-face appointments. All podiatry patients with high
risk or complex care needs were still able to be seen
during these times.  During lockdown periods podiatry staff
were temporarily re-assigned to Covid19 management
programs that NDCH were providing to the community. 
 This included testing and vaccination programs. It was an
interesting experience to be involved in other daily tasks
that didn’t involve feet!  We also said goodbye to Fay who
retired after many years with NDCH.

Jack, Emma & Simonie

Speech Pathology adapted during
COVID-19 by offering telehealth
appointments on Zoom during lockdowns.
Tailor-made home program activity packs
were sent out to families with a child on
the waiting list. This meant that they were
able to get started on therapy while
waiting for an appointment time.

Jacqui

Dietetics and Diabetes Education delivered
services during the pandemic by completing
zoom and telephone consults.  Clients were
triaged in keeping with best practice
guidelines.  High risk clients were seen face-to-
face using personal protective equipment
(PPE).  We were able to rapidly adapt care and
services in and out of lockdown requirements. 

Leesa, Alex & Faye

"Jack was very professional

and a nice guy.  First time

we have met and I was very

impressed.  Goes out of his

way to ensure you

understand his advice."

Client Feedback

"Very happy.  NDCH is

a great asset to the

town."

Client Feedback
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Healthy Hearts &

Lungs COVID-19

Cycle

The School Readiness Funding program involves
both Speech Pathology and Occupational Therapy
supporting Kindergarten teachers across Loddon,
Gannawarra, Buloke and Swan Hill Shires.  When we
have not been able to visit kindergartens in person,
we have provided tailor-made resources for teachers
to use in the classroom, professional development
sessions and coaching over Zoom. Some
kindergartens have even carried a tablet around the
room for us to meet and observe children over Zoom!

Jacqui & Chris

Occupational Therapy has used telehealth (phone and
zoom), email, mailing out information packs, home visits
and consults in the office when we can during COVID-19. 
 Coming in and out of restrictions meant that we also took
on additional roles in helping to coordinate vaccination and
swabbing clinics, and helping as a swabbing buddy for the
nurses during the swabbing clinics. Although quite different
to what our normal day would look, like this has meant we
have been able to continue to support our communities. 
 We have built even stronger relationships between
community health and medical clinic staff.  During the year,
we also bid farewell to Zoe. Denise & Chris

"I would like to sincerely thank

both of our practitioners for

their great help and

understanding."

Client Feedback

"Highly professional and

friendly podiatrists.  I am very

comfortable with the hygiene

in place.  They set a good

example for all businesses."

Client Feedback

The Healthy Hearts & Lungs
program over the past 12 months feels
like the ‘positive cycle of activity.’ We've
seen many different adaptations to
keep all our clients fit, healthy and
supported through a pandemic after
having a health event.

Sara & Nikki

"...the moment I walked

through the front door I

received a lovely greeting

from Reception staff and was

very impressed with Emma as

she was so lovely and took

her time to look after my

needs."
Client Feedback

Jacqui Minnis
Team Leader, Allied Health
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COMMUNITY 
SUPPORT TEAM 
REPORT

This past year has seen the continued provision of programs and
services in the Community Support Team.  It has also seen the
addition of some new programs and a change to the team
structure.

Claire and Leah kept on providing rural withdrawal services
across the Gannawarra and Buloke shires.  They also take this
service into the northern end of the Loddon Shire.  Claire and
Leah say that overcoming an addiction takes effort, resilience
and perseverance.  Withdrawal Nurses work not only with clients,
but also their GPs, family and support services.  Claire and Leah
feel privileged to be able to support people in the community
wanting to make a change.

Anna and Mick continued providing housing services for people
who are homeless or at at risk of becoming homeless. The
Specialist Homelessness Services Program engages the
community in raising awareness of those most vulnerable living
amongst us.  Debbie finished up in the housing program this
year and we wish her all the very best in her future endeavours!

Helen has kept on providing the very in-demand mental health
nursing services this year, in person and over telehealth.  Clients
present with moderate to severe mental health symptoms. 
 Helen works in collaboration with the GP and the client, with a
focus on the recovery model of care.

The Alcohol & Other Drugs Counselling team has continued to
provide services and support to clients across the service area.
Monica, Bimal and Deborah left NDCH, although Deborah
continued to provide telehealth support from Queensland for a
few months during the pandemic. Rachel continues in the
program and like the rest of the team is excited by new team
members soon to join.

Kelsey, who had been part of a number of our programs right
across NDCH, also moved on to new ventures this year and we
wish her the best. 
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A new program for NDCH this year is the Supported Playgroups
throughout the Loddon shire. Kinsley joined the team to provide
this program. The program is flexible in how its provided,
including in home visits as well as group sessions. Kinsley’s focus
is on connecting parents and children, as well as bringing them
into their communities to become more involved.

The NDIS Support Coordinators of the Community Support Team
saw a few changes this year as the NDIS programs and supports
changed and expanded. Kellie left in January and Michelle
commenced with us in April. Remi is also moving on and will
finish in September, which means we will have another new team
member on board soon. The Support Coordinators are becoming
their own individual team in the 2021-22 financial year. 

The Community Support Team has put their heads together to
overcome challenges during COVID-19.  Our team was able to
continue to provide support to clients via phone, video-
conference and email, ensuring continuity of service.

Anna Beamish
Team Leader, Community Support

Helen McKay
Team Leader, Community Support

"I have dealt with a few support
coordinators and you know
your stuff!  Keep it up!"

Client Feedback "I am feeling positive and
motivated, the facilitators are
amazing. I am so glad I joined
the group." Client Feedback

"Your friendly approach was
much appreciated as much as
your counselling skills."

Client Feedback

"Thanks to you, I learned a lot about
myself.  You were able to find the good
words, and you were able to listen, and
above that, to hear my difficulties, my
sorrows, my sufferings."

Client Feedback
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What a
 year!

CUSTOMER
ENGAGEMENT 
 TEAM REPORT

I ended my report last year with the line "Have a safe and healthy Covid-19 free year
ahead." Well, we kept half the deal.  We stayed safe and healthy, but Covid-19 continued
to rule our lives.  But that didn’t stop us from having a busy and great year.  We
welcomed a new staff member to our team, Rachel Leeder in Kerang.  And we bid
farewell to our long standing and much valued colleague Helen Simpson.  Helen retired 
 after 12 years at NDCH and we wish her all the very best in retired life.  

We have stood up to the many and varied challenges that COVID-19 put before us. 
 There were COVID-19 vaccine clinics, flu vaccine clinics with heightened infection control
protocols in place, and shuffling client appointments in between lockdowns.  There was
the addition of wearing facemasks some of the time to all of the time, new Staff
identification cards, and monitoring the scanning in of QR codes or manual check-ins,
both for clients/visitors and for staff.  Then there was the temperature taking and
sterilising our phones, desks, computers and chairs each night before we went home. 
 But the most important thing was making sure we continued to provide the wonderful
care and support our community needed of us now more than ever.  My team were up
for every one of the challenges, big and small.

Community Health

12,368
14,744
Incoming calls received

Outgoing calls made
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Jodi Condely
Team Leader, Customer Engagement

While many programs and services could be run from home over telehealth or had to be
cancelled during lockdowns, the Customer Engagement Team had to be in the office
each day. My Team continued to support staff that were working onsite or remotely
while at the same time being that happy, smiling welcome and listening ear when clients
walked in. For some of our clients, we were the only people they saw and got to chat
with during lockdowns. 

I want to congratulate my team for stepping up in trying times, for never giving up, for
staying positive and for supporting each other during the tough days. They have done a
wonderful job and I’m very proud of them all. We are up for whatever the year ahead
brings us and look forward to a new member of staff joining Kim in Cohuna. 

Stay safe. Stay well. And let’s appreciate each other for what we are and what we have.

Thank you for giving
me a gentle reminder
when my appointment

is due.  I really
appreciate it.

Client Feedback

The people that work
here are lovely people

to talk to and
understand and have a

ready smile.

Client Feedback

No need to change. 
 Everything runs

smoothly.  All reception
staff always friendly and

helpful, always smile
when they greet you.  

Client Feedback
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STAFF PROFILE

Position: Youth Health Promotion Worker

Time with NDCH: almost 3 years

What is your background? I have had an interesting
background; from working with young people in hospitality and
youth camps, to completing my Bachelors in Criminology. I have
used all parts of this in my role!

What is the role of Youth Health Promotion with NDCH? I
work in our Health Promotion team to provide messages to our
community about healthy living.  I also run the FReeZA and
Engage programs that deliver youth events and training to the
young people across the Gannawarra and Loddon Shires. 

What do you see as the biggest obstacles for our clients
in the community? I understand that travel is a struggle 
for a lot of young people. 

What are the biggest challenges to you and your 
team in your day to day work? Health Promotion 
deals with prevention of health problems and education in
living a healthy life. This means we work with the community 
as a whole rather than those with ongoing or serious health
conditions. Although we have important messages, we have to
keep creating new ways to educate the public on living a
healthy life. 

What does NDCH do to support your professional
development? I feel well supported to develop my skills in
Health Promotion and youth work. Although training has mostly
switched to online lately, I have had the pleasure to attend
conferences and training across Victoria and feel I have further
developed my skills to bring back to our community. 

If you were offered the opportunity to make one change
in our community, what would it be and why? Public
Transport! Or possibly access to self-driving cars! Ha ha! It
would be great if young people had some type of
transportation that doesn’t rely on their parents / family /
friends to drive them around. 

Matt Allan
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HEALTH PROMOTION
TEAM REPORT

In 2020/21, the Health Promotion team
have been busy supporting our
community through the pandemic.  We
have also continued to promote and
encourage healthier lifestyles and
behaviours to improve the overall future
health of our community.

"Supporting the Filipino women of Pyramid Hill to become
Bilingual Health Promotion workers was a really rewarding
project. Not only did I see Abi, Ivy and Gen grow in confidence
and ability, but the whole community benefited from the work
they did and continue to do."

Emily Wood
Team Leader, Health Promotion

Rachel Brooks, Health Promotion
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"SFYS facilitated and funded the two day 'A
Framework for Understanding Poverty' professional
development training for 250 school staff and
agency workers across the Loddon Campaspe and
Mallee regions."

Jim Hirst, School Focussed Youth Service

“In 2021, we have put on some of our biggest
and best celebrations and events while
adhering to Covid restrictions. Cohuna
Comedy Gala, Rip and Dip Weekend and
Victorian Youth Week were all great successes.
I can’t wait for what 2022 will bring!”

Matt Allan, Youth



“This year Tactics has supported our communities
with 13 promotional sessions reaching almost 400
people face to face.  The program has evolved to
engage on social media with nearly 300 followers
and engagements extending to over 7000 accounts.
In an effort to improve mental health we are
delivering key messaging around the 5 Ways to
Wellbeing initiative."

Paul Lacy, Tactics For Tough Times

“NDCH Health Promotion developed and shared inserts for local newspapers,
community and school newsletters and social media to support our
community through the pandemic. These resources included COVID safe
information and guidance as well as mental health support”. 

Emily Wood, Health Promotion

Tanya Maher-Toose, Team
Leader, Health Promotion,
is on a well earned break
for 2021 and will return in

2022.
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“Our three Indigenous Children’s Programs have supported
young people of all ages and their families to celebrate their
culture and support a sense of inclusion and pride. The
programs support connection to local services through
exciting weekly sessions. We have been able to keep families
engaged in the Kethawil Pembengguk program by
partnering with Mallee District Aboriginal Service (MDAS)
and dropping off age appropriate fun activities, clothes and
food supplies during lockdown as well as phone calls.
Tyipen Kwe Children’s Program 5-12year olds has
continued when schools have been open and the response
from the young people has been very positive. The activities
have focussed on learning about their culture.In one session
Hack Webster (MDAS) taught the participants about the
significance of the Smoking Ceremony and the plants that
go into the ceremony.”

Casey Hancock & Damien Murray,
Aboriginal Children, Youth & Families

Programs: Kethawil Pembengguk (Many
Children), Tyipen Kwe - Children & Tyipen Kwe

- Youth (Happy Friends) 
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82.8%
PAGE FOLLOWERS ARE

WOMEN

F A C E B O O K 84.3%
PAGE FOLLOWERS ARE

WOMEN

I N S T A G R A M
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18,800
PEOPLE REACHED - MAY 2021

COHUNA COVID EXPOSURE
POST

H I G H E S T  F A C E B O O K
R E A C H  ( N O T  J O B  A D )

200%
INCREASE ON PEOPLE

REACHED ON PREVIOUS
12 MONTHS

F A C E B O O K
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5,929
PEOPLE REACHED

I N S T A G R A M
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142,066
PEOPLE REACHED

F A C E B O O K



MEDICAL CLINIC
TEAM REPORT
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Another challenging year for all health services
and yet we have achieved a high standard of
patient care during this time as well as caring
and supporting each other within the Clinic.

Our Doctors, Practice Nurses and Medical
Receptionists have all shared the task of
meeting patient medical needs and treatment
plans, both in face to face consultations and
telehealth consultations when face to face
consultations couldn’t be offered due to
COVID-19 lockdown and infection control
rules.

29,000
Patient Appointments Scheduled

6,000 Of those were

Telehealth

Appointments 

Average wait time to

see a GP, Nurse

Practitioner or Practice

Nurse

8 Minutes
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During the past year period, over 600
Skin Excisions, Biopsies and Procedures
were undertaken by our experienced
Doctors and Nurses as well as dressing
and wound management. 302 patients
had stitches removed and over 200
patients have had ear wash procedures.
670 Immunisations & Injections were
given for preventative care during the
year and our Flu Clinic program also
reached 882 vaccinations this season. 

The high focus on patient care has also
ensured we invite patients to have Health
Assessments, Skin Checks, Heart health
Checks and GP Management Plans. Our
visiting Cardiologist & Hearing Specialists
were still available at the Clinic as well as
our Psychologists via telehealth. 

As Practice Coordinator, I am proud of
the huge effort by our very professional
and experienced staff.  I am sure we will
continue to support each other and our
patients and hope for a less chaotic year
ahead under COVID-normal.

"I rang the clinic Monday morning

to request an appointment and was

told there was none available.  I

discussed with the staff my concerns

for the client's health and the decline in

(their condition) over the weekend. The

staff immediately understood the

severity of the situation and spoke

with the client's GP.  An appointment

was scheduled for that morning.  From

this appointment, the client (was

referred to a specialist) and has an

appointment with a surgeon.  A very

good outcome for the client.  Thank

your staff for their assistance - I

appreciate how difficult it is to create

appointments in an already full day."

2,000
Over 2,000 COVID-19

swabs taken in our

screening &

assessment clinic

Meryl Metcalfe
Team Leader, Medical Clinic

Health Service Feedback



NURSING TEAM
REPORT

Practice nursing in the Medical Clinic
COVID-19 Screening & Assessment
clinics (including emergency pop up
clinics during outbreaks or exposures)
COVID-19 vaccination clinics
Supporting COVID-19+ cases at home
Flu Vaccination clinics
Community Nursing in Pyramid Hill &
Quambatook
Chronic Disease Management
AgriSafe Clinics
Primary Health in schools

Another extremely busy and challenging
year with the ongoing demands of the
pandemic.  Our Nursing Team has been
constantly adapting to rapid change and
rising to the challenges as situations arise. 
 The ever-changing world of a global
pandemic mean that new guidelines are
announced and evolve on a daily basis.

We educated ourselves and the community
about COVID-19, as well as screened,
swabbed and vaccinated to help prevent
the spread of the virus.  The extra workload
with limited staff, although difficult,
strengthened us as a team. We became
more adaptive, resilient, supportive and
flexible in our many roles, including:

"Thank you to you & your team again for your
support for our family.  We were happily able
to get the results on Sunday morning, and
were cleared and released at the end of the
14 day period.  Your team's support in this
was very much appreciated."

Client Feedback

NDCH Annual Report & Quality Account 2021 Page 32



Networking & strengthening of
relationships with other nursing teams
including Bendigo Health, Kerang
District Health & Cohuna District
Hospital. 
The high vaccination rates in both
Loddon and Gannawarra shires which
means a light at the end of the tunnel to
the new normal.
Undertaking differing roles, furthering
our knowledge & skills with lots of
education.

While it has often been very challenging,
confronting and exhausting, the past year
has has also seen many celebrations such
as:

Our priorities remain to provide a high level
of care, empathy, support, availability,
advocacy, integrity and respect for our
clients. As a team with the support of the
wider NDCH team and management, we
know we achieve this and will continue to
do so.

I would like to acknowledge and thank all
our Nurses for their ongoing and tireless
work. I would also like to thank NDCH
management for their much appreciated
support to us as a team throughout the
year.  

What will 2022 bring us...?

Jenny Brereton
Team Leader, Nursing

Jenny Brereton, Rosi Bear, Yvonne Fabry,

Shannon Laursen, Kathryn Robson, Narelle

Weekley, Kristen Hipwell, Leanne Pepperell,

Michelle Whitelaw, Marg Winship, Jenny

Emonson, Cheryl Sarre, Lana Wishart

Our Nurses...
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PROGRAMS & SERVICES
Allied Health

Diabetes Education

Dietetics

Endocrinology Telehealth

Healthy Hearts & Lungs

Life! Program

Occupational Therapy

Podiatry / Footcare

School Readiness Program

Speech Pathology

Community Support

Health Promotion

Alcohol & Other Drugs Counselling

Rural Withdrawal Nursing

Generalist Counselling

Mental Health Nurse

Specialist Homelessness Service

Stop Smoking

Supported Playgroup Program

FReeZA & Engage Youth Programs

Aboriginal Children, Youth &

Families Programs

Mental Health First Aid

School Focussed Youth Service

Smiles 4 Miles

NDCH Medical Clinic

GP Consultations

Nurse Practitioner Consultations

Health Assessments

ABI (Ankle-Brachial Index Test)

Medicals

COVID-19 Testing

Immunisations

Travel Vaccines

GP Management Plans

GP Mental Health Plans

Specialist Referrals

Ear Wash

Skin Lesion Biopsy & Excision

Cryotherapy

Diathermy

Spirometry (Lung Function Test)

24 Hour BP Monitoring

24 Hour Heart Monitoring

ECG (electrocardiogram)

Cardiologist

Psychologist

Geriatrician

Hearing Aid Specialists

NDIS Registered Supports

Community Nursing Care

Dietitian

Occupational Therapy

Paediatric Physiotherapy

Podiatry

Speech Pathology

Support Coordination

Community Nursing

AgriSafe Clinics

Chronic Disease Management

Community Health Nursing

Continence Support Nurse

District Nursing (Pyramid Hill and

Quambatook)

Pathology Collection (Pyramid Hill

and Quambatook)

Primary Health in Schools

NDCH Annual Report & Quality Account 2021 Page 35



A wide range of funding agreements and partnerships help us provide all of our
programs and services. Each of these is planned, funded and evaluated to meet
the requirements of the funding body and the needs of the community.

NDCH acknowledges the support of the Victorian Government.
NDCH is supported by funding from the Victorian Government 
under the HACC program.

NDCH is supported by the Australian Government 
Department of Health.*

*Although funding for this nursing and allied health service has been provided by the Australian Government, the
material contained herein does not necessarily represent the views or policies of the Australian Government.

Department of Health & Human Services

Department of Health

Department of Families, Fairness & Housing (DFFH)

Department of the Premier & Cabinet

Murray Primary Health Network

National Indigenous Australians Agency

Department of Education & Training

Bendigo Community Health Service

Gannawarra, Loddon, Buloke & Swan Hill Shire Councils

Dental Health Services Victoria

Foundation for Rural and Regional Renewal (FRRR)

Sunraysia Community Health Services

Sunbury & Cobaw Community Health Centre

NDCH is a Registered Charity.

FUNDING
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Revenue
Employee benefits exposure
Program costs
Impairment losses
Advertising and promotion
Occupancy and associated costs
Depreciation and amortisation expense
General administrative expenses
Share of losses of associates and joint ventures     
Surplus / (deficit) before income tax

Income tax expense
Surplus / (deficit) for the year

Other comprehensive income
Total comprehensive income for the year

ASSETS
CURRENT ASSETS
Cash and cash equivalents
Trade and other receivables
TOTAL CURRENT ASSETS

NON-CURRENT ASSETS
Property, plant and equipment
Goodwill
Investments accounted for using the equity method
TOTAL NON-CURRENT ASSETS
TOTAL ASSETS

LIABILITIES
CURRENT LIABILITIES
Trade and other payables
Other Liabilities
Borrowings
Provisions
TOTAL CURRENT LIABILITIES

NON-CURRENT LIABILITIES
Provisions
TOTAL NON-CURRENT LIABILITIES
TOTAL LIABILITIES
NET ASSETS
EQUITY

Accumulated surplus

TOTAL EQUITY                      

2021
    7,123,369
(3,754,358)
(1,875,645)

-
(50,292)

(108,449)
(203,700)
(422,784)

-
708,141

 
 

708,141
 
 

708,141
 
 
 
 

2,470,455
145,959

2,616,414
 
 

3,146,074
-
-

3,146,074
5,762,488

 
 
 

448,490
3,600

-
905,652

1,357,742
 
 

124,386
124,386

1,482,128
4,280,360

 
 

4,280,360
 

4,280,360

2020
  6,962,520
(3,868,960)
(1,753,318)

-
(36,877)
(99,533)

(216,501)
(566,663)

-
420,668

 
 

420,668
 
 

420,668
 
 
 
 

1,643,514
267,718

1,911,232
 
 

3,178,529
-
-

3,178,529
5,089,761

 
 
 

343,155
101,100

-
962,238

1,406,493
 
 

111,049
111,049

1,517,542
3,572,219

 
 

3,572,219
 

3,572,219
 

MONEY MATTERS
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Please refer to the full Financial Statements for more detail, which are also

available on our website. 



QUALITY
ACCOUNT

Quality is never an accident; it is always the result of high

intention, sincere effort, intelligent direction and skillful execution;

it represents the wise choice of many alternatives.

WILL IAM A .  FOSTER
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As Dr Cathy Balding says in her book The Strategic Quality Manager (2011), the health
services sector had for a long time allowed staff to confuse being involved with the
mechanics of quality improvement, that is the monitoring, reporting and improvement,
with providing quality care. There is so much more to quality care than that.  Dr Balding
says that this confusion has lead to a range of flow on effects, none of which are good.

“First, it means that ‘doing quality’ is seen as boring, a chore, extra work or something we
‘do’ on Tuesday afternoons, often for accreditation purposes," Dr Balding said.   "Second,
it can create a false sense of security – an assumption that if we have ‘done’ quality such
as an audit or a checklist, then the actual care we provide must also be good."  Dr
Balding likens this to the idea that if we've completed a care plan, then this somehow
guarantees that the plan will be implemented effectively. 

Dr Balding goes on to make a third point: “it makes it difficult for people to understand
the quality cycle. If the quality they ‘did’ on Tuesday afternoon in the shape of an audit,
some other data collection, or a meeting, isn’t followed up with an evaluation and
discussion of the impact it had at the bedside/chairside, how are they supposed to find
it meaningful?”

Everyone across all levels of an organisation like NDCH has an important part to play in
providing quality care so that every client/patient of the organisation, every time,
receives:

This Quality Account captures some of the hard work that has gone on across NDCH
over the past financial year of 2020/21 regardless of the COVID-19 pandemic to
continuously improve the quality of what we do.  COVID-19 not only often made it
harder to do some of the normal quality improvement work, it also meant that that work
was as important as ever.  There are external checks such as financial auditing or
auditing against state and national standards or asking our clients/patients how we are
doing.  There are internal checks like risk assessments, file audits, program evaluations
and professional development reviews.  But there are also small but essential checks
and balances undertaken every day just as a matter of our daily roles that make up the
detailed tapestry of continuous quality improvement at NDCH.

Safe, effective, person-centred community 
health services.

INTRODUCTION

Matthew Barker
Quality Governance Leader
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provide independent recognition that we are committed to safety and quality
foster a culture of quality
provide clients/patients with confidence
build a more efficient organisation using a systematic approach to quality and
performance
increase capability
reduce risk
provide a competitive advantage over organisations that aren't accredited or
certified, and
comply with regulatory requirements, where relevant.

Accreditation is independent recognition that NDCH meets the standards set by
governing agencies.  These governing agencies include state or federal government
departments and funding bodies.  The process of accreditation helps an organisation to:

While the pandemic upset timelines and plans for the health and community services
sector across the country, accreditation assessments continued with a few changes.

NDIS Practice Standards
In July 2020 we underwent our very first full accreditation against the new national NDIS
Practice Standards.  This was part of our registration with the new national NDIS Quality
& Safeguards Commission (NDIS Commission), which took over registration and auditing
of NDIS providers from the Victorian Department of Health & Human Services.  

The assessment went over two days with two assessors from Quality Innovation
Performance (QIP).  Due to the pandemic and lockdowns, the assessors could not attend
our site and so the assessment happened online over Zoom.  Before the assessment,
we completed a self-assessment against the standards, providing evidence to the
assessors of how we met the standards.

1 - Rights & Responsibilities

2 - Provider Governance & Operational Management

ACCREDITATION

1.1 - Person-centred supports
1.2 - Individual values and beliefs
1.3 - Privacy and Dignity
1.4 - Independence and Informed Choice
1.5 - Violence, Abuse, Neglect, Exploitation and Discrimination

2.1 - Governance and Operational Management
2.2 - Risk Management
2.3 - Quality Management
2.4 - Information Management
2.5 - Feedback and Complaints Management
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3 - Provision of Supports

4 - Provision of Supports - Environment

The QIP assessors recommended NDCH for certification as having conformed with all
the relevant NDIS Practice Standards.  This recommendation was forwarded to the NDIS
Commission.  The NDIS Commission then confirmed our national registration until
December 2023.  We will undergo a "mid-cycle" review before June 2022 and full
accreditation against the NDIS Practice Standards again before December 2023. 

4.1 - Safe Environment
4.2 - Participant Money and Property
4.3 - Management of Medication
4.4 - Management of Waste

3.1 - Access to Supports
3.2 - Support Planning
3.3 - Service Agreements with Participants
3.4 - Responsive Support Provision
3.5 - Transition to or from the Provider

2.6 - Incident Management
2.7 - Human Resources Management
2.8 - Continuity of Supports

At the time of writing we are preparing for
full accreditation against the QIC and HSS
standards. Both sets of standards require
a self-assessment, which we are working
on. The on-site review (providing we aren't
in lockdown) is scheduled for 4th - 7th
October 2021. If lockdown prevents the
QIP assessors from coming out of
Melbourne again, we will conduct the
review online just as we did the mid-cycle
back in April 2020 and the NDIS
accreditation in July 2020. 

Human Services Standards (HSS) &
Quality Improvement Council (QIC) 
Standards

Aged Care Standards

Due to the pandemic and its
implications for the aged care
sector, especially residential aged
care services, our expected
accreditation against the Aged Care
Standards did not happen in
October 2020. We have completed
our self-assessment against the
standards in readiness for
assessment. We remain in contact
with the Aged Care Quality & Safety
Commission regarding this.

If I only had one hour to save the world, I would spend fifty-five minutes

defining the problem, and only five minutes finding the solution.

ALBERT E INSTE IN

During accreditation, part of the

assessment includes site visits.  On

these visits, the assessors inspect our

buildings to make sure they meet the

standards for access, safety, cultural

awareness and lots more.  During the

pandemic, when assessments have

happened online across Zoom,  we

gave assessors tours of our sites on

face-time phone calls.

NDCH Annual Report & Quality Account 2021 Page 42



Complaints
Suggestions
Feedback 
Surveys
Recommendations from internal auditing
Recommendations from external auditing
Incident / Near Miss / Hazard reports
Risk assessments
Program evaluation
Policy and procedure development and review

How are things now?  Is there room for improvement?
How can it be improved?  Who will do the work?
Put the improvement in place as agreed.
Check back on how the improvement went.

Improving what we do never ends.  It is a cycle of continuously looking at how we do
things, collecting information on its effectiveness, putting changes in place, and then
testing the changes out.

How do we know something needs changing?  
 

There are 4 essential stages to the continuous quality

improvement cycle:

1.
2.
3.
4.

CONTINUOUS QUALITY
IMPROVEMENT

Quality governance requires a focus

on all domains. These domains are

inter-connected and interdependent.

Quality governance is achieved

through a whole-of-organisation

approach and is supported by

systems and processes that are

proportionate to the risk, size and

complexity of the organisation.

Continuous monitoring, evaluation

and improvement underpin quality

governance.

Quality Governance Domains
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Our Vision: Healthy, empowered and connected people in our rural community.

Our Values: Accessibility, Respect, Empowerment, Advocacy, Innovation, Integrity and Caring.

Our Mission: To provide an innovative, coordinated and quality experience to people in our
community, which enables them to increase their control over maintaining or improving their
health and wellbeing. 

WORKPLACE
CULTURE

In the past year we reviewed our Workplace Culture, which we first developed in 2018. 
 Over several months and different forums, all staff and contractors of NDCH were asked
for their input on how we define our workplace culture and how we make sure we
achieve it.  Adding to our organisational Vision, Values and Mission, what are our
aspirations as a workplace?  How do we hold each other to account for our conduct? 
 Once everyone's feedback and thoughts had been collected, we formatted a new
version of the culture and presented it to our Board.  The content of that new culture is
presented on these two pages.

Successful, talented people behaving in the right way.
Supported by quality systems, clear strategies and shared action plans.  

Achieving great outcomes.

A JUST CULTURE
’Just’ culture recognises that individuals should not be held accountable for

system failings. It is a culture of trust, learning and accountability. It is a culture
where frontline staff are not punished for actions taken by them that are
proportionate to their experience, training and role, but where there is

accountability for reckless behaviour and an absence of care.

"A team is not a group of people who work together.  

A team is a group of people who trust each other."
S IMON S INEK

Autonomy - Empathy - Independence - Connection - Meaningful objectives - Sense of purpose
Clear expectations - Welcome input - Private criticism, public praise Teams - Team Work - Opportunities

Leadership - Accountability - Communication - Wise Judgement - Identify causes 
Get beyond treating symptoms - Calm in stressful situations - Constructive feedback - Continuous

Improvement - Respect - Listen - Learn - Rely on Team Members - Focus on outcomes - Seek to Understand
Be Eager - Transparent - Own Errors - Make tough decisions - Courage - Smart risks 
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Own Errors - Make tough decisions - Courage - Smart risks - Passion - Care Honesty - Curiosity
Support individual differences - Appreciate different disciplines - Ethics - Empowerment - Innovation

Confidentiality - Safety - Above the line - Wellbeing - Challenge assumptions - Practical Solutions
Create new ideas - Minimise complexity - Consistency - Great work every day - Remove analysis paralysis 

Non-political Question actions not consistent with values - Selflessness - Care about each other
Seek the best for NDCH - Help each other - Inspire - Be tenacious - Celebrate success - Share knowledge

 

Everyone belongs and is valued for what they bring to the
organisation because everyone, whatever background or

professional discipline, brings unique, individual value to our
team.  Everyone helps one another to be the best they can
be and to actively seek opportunities for shared learning. 

 Transparency and responsibility enable a genuine sense of
freedom and autonomy, which allows us to constructively
challenge ourselves and each other to deliver creative and

successful outcomes.

OUR CULTURE
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Oct 2020 May 2021

50 

40 

30 

20 

10 

0 

CLIENT & PATIENT
FEEDBACK Capturing the client voice!

Feedback Form
 

Complaints & Compliments
 

Suggestions Box
 

Client Satisfaction Survey
 

Community Reference 

Group/s

Victorian Healthcare Experience 

Survey (VHES)
 

PHN Chronic Disease Management

Services - Client Experience &

Outcomes Survey
 

PHN Your Experience Survey
 

PHN Primary Mental health Client

Feedback Form
 

Client Satisfaction Survey

NDCH

OTHERS

We have our own internal ways of capturing client
and patient feedback.  There are also other ways we
are required by funding bodies to do.  COVID-19 also
had an impact on collecting feedback.  Handing out
paper surveys was risky in trying to protect people
from infection from the virus.  But that didn't stop us
collecting feedback from people in lots of different
ways, including discussions, online surveys, emails,
phone calls and more.

PHN Chronic Disease Management Services

Client Experience & Outcomes Survey

Patient Experience Score out of 50

Patient Outcomes Score out of 10
May 2021Oct 2020

7.087.0

47 46.6

Podiatry, Diabetes Education, 
Dietitian, Healthy Hearts & Lungs 

"I feel very comfortable 
with Leesa on the phone. 

 She was very understanding
and helpful.  I feel like I will be
able to make these changes
to my life.  I can't thank her

enough."
Client Feedback

In addition to overall scores. the PHN CDM Services - Client
Experience & Outcomes Survey collects feedback on 15 areas.
This measures the impact of these services on client's health.

The survey happens in May and Oct each year. All data is
reported to staff and the Board.
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Of clients said they would
rate the time it took to get
an appointment as either
excellent or very good.  10%
said good.  

Of clients said they got to
see the most appropriate
clinician for their needs.

100%

The VHES did not run in 2020 due to the pandemic.  But the
statewide survey was overhauled and NDCH took part in
the consultation to improve the survey for community
health services.  The VHES will return later in 2021 and,
while it is optional this year for organisations, again because
of the pandemic, NDCH will take part.

"The Customer Engagement 
Team were amazing in

accommodating an appointment
for my child after school. A1

service. Podiatrist excellent. Very
impressed and great to have this

service in Boort. We have to
travel for so many things - but not

NDCH services! Thank you!"
Client Feedback

"A very grounded,
holistic approach."

Client Feedback

"My four year old son 
had a block of sessions

(around 6 or 8 in total) with
Jacqui. We found her
exceptional and we
enjoyed the online

sessions."
Client Feedback

"I believe that NDCH 
provide an excellent range

of services however it would
be extremely beneficial

considering a Residential
Rehab in our area."

Client Feedback

Of clients said they would
rate our understanding of
their needs as excellent. 
 The other 9% said very
good.

91%
NDCH Client Satisfaction Survey

Of clients said they would
rate the level of care shown
by our team as excellent.  

100%

90%

Of clients said they were
given information on
accessing an advocate or
bringing a support person. 
 We can do better.  

73%

Of clients said were given
information on their rights
and responsibilities.  Room
for improvement here.

82%

PHN Primary Mental Health 

Client Feedback Form

Of clients said they have a
better understanding of
their mental health because
of this service.

100%

Rated the service they 
got from the clinician as
excellent.  The other 14%
rated it as very good.

86%

Of clients said they would
recommend this service to
others if they needed it.

100%"I enjoyed my
appointments with

Helen."
Client Feedback
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Wellbeing Indicators - biggest increases and decreases:

Senior leaders show support for stress prevention through involvement and commitment......

Senior leaders consider psychological health of employees as important as productivity......

I feel a strong personal attachment to NDCH..........................................................................

I would recommend NDCH as a good place to work...............................................................

Patient care errors are handled appropriately in my work area..............................................

My manager keeps me informed about what's going on.........................................................

My suggestions about patient safety would be acted upon if I told my manager...................

Workgroups willingly share information with each other..........................................................

In 2020 we took part in the People Matter Survey - Wellbeing Check.  This was a slightly
altered survey on previous years to check on the wellbeing of people working in the
health industry during the pandemic.  The survey is run by the Victorian Public Sector
Commission for the Victorian Government.  The survey responses of our staff were
compared against the staff of several other community health services.

NDCH workforce who completed the survey:

The survey asked staff about a lot of things, including:

Work related stress

Emotional effects of work

Psychological safety

Meaningful work & job satisfaction

Coronavirus impacts

Changes at work

Support from Management

Flexibility including Working from Home

Bullying, Sexual Harassment, Discrimination & Violence

Workplace Culture and Cultural Safety

N D C H  -  2 0 2 0

of our workforce 
took part in the 
survey

72%

PEOPLE MATTER

N D C H  -  2 0 1 9

of our workforce
took part in the
survey

67%

People Matter Survey - Wellbeing Check 2020

A 64 page report on

information from the survey

was shared across the

organisation.  We celebrated

what we have done well. 

 And made an action plan on

how to improve areas we can

do better.

N D C H  -  2 0 1 9

satisfaction score
amongst the
workforce

75%

N D C H  -  2 0 2 0

satisfaction score
amongst the
workforce

86%

-6%

-2%

-1%

+25%

+25%

+18%

+18%

+18%

The People Matter Survey is happening again in the second half of 2021 and NDCH will be taking part again.
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Leadership & Quality Committee
Mandy Hutchinson - Chief Executive Officer
Alexia Stephens - General Manager, Programs & Services
Brad Tarr - General Manager, Corporate Services
Matthew Barker - Quality Governance Leader
Anna Beamish - Community Support Team Leader
Helen McKay - Community Support Team Leader
Jacqui Minnis - Allied Health Team Leader
Jenny Brereton - Nursing Team Leader
Jodi Condely - Customer Engagement Team Leader
Meryl Metcalfe - Clinic Team Leader
Tanya Maher-Toose - Health Promotion Team Leader 
Emily Wood - Health Promotion Team Leader (acting 2021)
Emily Mathiske - NDIS Team Leader

Quality Mentors Group
Alexia Stephens - General Manager, Programs & Services
Matthew Barker - Quality Governance Leader
Meghan Stewart - Director, Deputy Chair
Alex Carter - Credentialled Diabetes Educator
Claire Gillen - Rural Withdrawal Nurse
Kim Dye - Customer Engagement Worker
Leesa Van Ruiswyk - Accredited Practicing Dietitian
Rachel Brooks - Health Promotion Worker
Rosi Bear - Community Health & Practice Nurse

FORUMS
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Community Reference Groups
We are also very privileged to have direct
support from our communities in the
Gannawarra Disability Reference Group and
the NDCH Community Reference Group. The
NDCH Community Reference Group is
meeting for the first time in August 2021 after
delays from COVID-19. The information,
feedback, support and expertise the
volunteers in these groups add to NDCH's
quality governance is immeasurable and
greatly valued.

Workplace Wellbeing Team
Mandy Hutchinson - Chief Executive Officer
Matthew Barker - Quality Governance Leader
Matt Allan - Youth Health Promotion Worker
Chris Douglass - Occupational Therapist
Rachel Leeder - Customer Engagement Worker
Rachel Weaver - AOD Counsellor
Jim Hirst - School Focussed Youth Service
Paul Lacy - Tactics 4 Tough Times
Leonie Garner - Medical Receptionist
Kathryn Robson - Community Health Nurse



StaffLegislation GuidelinesStandards Board

POLICIES
Developing new policies and reviewing existing ones is an ongoing part of our quality
governance system.  While existing policies are reviewed and updated periodically, there
can be a lot of reasons why a new policy is developed. Changes to legislation, new
legislation, new guidelines or standards, but it can also be because we identify a need
internally for a policy to direct a particular system of process. Policy review and
development is generally driven by the Quality Governance Leader, informed by the
Leadership & Quality Team and through them all staff of the organisation, and then sent
up for approval. There are three levels to the policy, procedure and work practice
approval system.

Policies, Procedures & Work Practices are

informed by a number of things*:

NDCH Policy &

Procedure Approval
BOARD OF DIRECTORS
Organisation-wide and

governance policies and

procedures

CEO
All other policies and procedures

GENERAL MANAGERS
Work Practices (with Team

Leaders)

*Sometimes we also get input from our Community Reference Group/s, Elders

and other stakeholders.

Updated PoliciesNew Policies

Dual Relationships
Family Violence Sensitive
Inquiry & Response
Family Violence & Child
Information Sharing
NDIS & Disability
Life Governorship & Service
Recognition
Performance Management
Responding to Family
Violence in the Workplace

Board Charter
Client Rights
Employee Grievance
Insurance of Personal
Property
Information Communication
Technology
Informed Consent
Risk Management
External Use of Service
Facilities
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What did you think of our report?

It’s very important for us to know what you think of our report so that we can make it
better next year.  While we send out countless copies of this report every year to all our
communities, it has been some years since we had anyone take a moment to tell us
what they think. We would like to think we’re perfect, but it’s not likely. So, if there’s
something you think we can do better for next year’s report, please take a moment to let
us know. 

Did you find the report easy to read?

          
How would you rate the information in this report? (please circle)

What, if anything, would you like to see MORE of in next year's report?

What, if anything, would your like to see LESS of in next year's report?

You can cut or tear this page out and drop it off at any of our offices, or you can send it
to:

Quality Governance Leader
NDCH
24 Fitzroy Street
KERANG VIC 3579

Or, you can follow this QR code to an online version of this form.

REPORT FEEDBACK

YES NO

VERY GOODGOODPOOR AVERAGE EXCELLENT
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Head Office

24 Fitzroy Street

Kerang VIC 3579

e. info@ndch.org.au

w. ndch.org.au

Kerang

T: 5451 0200

NDCH Medical Clinic

T: 5452 1366

Quambatook

T: 5457 1300

Pyramid Hill

T: 5455 7065

Boort

T: 5451 0260

Cohuna

T: 5451 0250

NORTHERN DISTRICT
COMMUNITY HEALTH

@ndchvic


