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From the Governing Board Chair

Barossa Hills Fleurieu Local Health Network embarked on our
second year focussed on COVID-19, driven by our goal of
ensuring the safety and wellbeing of our communities. We are
incredibly proud that our proactive measures, the dedication of
our staff, and responsiveness of our services, have helped
contribute to South Australia’s currently and relatively enviable
position.

In addition to our COVID-19 response, we have been proud to also channel our
attention toward reinvigorating our values-based initiatives and foundational planning
and development.

We launched our Strategic Intent 2020-2022 at the 2020 Annual Public Meeting. This
document has formed the basis for our Strategic Plan development, which will now
set our agenda and direction for the next four years.

Through extensive engagement with our staff, consumer groups and broader
community, we are developing a plan built around agreed priorities, rich with the
possibility of truly realising our vision of shining new light on the health, healing and
wellbeing of our communities through the provision of extraordinary services and
care.

The BHFLHN Governing Board and Executive came together to work through an
appreciative enquiry approach - challenging ourselves to consider "why do you do
what you do for BHFLHN - and why does it matter?" This fundamental question
confirmed our shared passion for our communities, for making a difference,
practicing empathy and building relationships.

The BHFLHN Strategic Plan will be launched alongside our Clinician Workforce Plan
and Consumer and Community Engagement Plan at our Annual Public Meeting in
November 2021.

The past year has also seen us welcome two new members to the BHFLHN
Governing Board, Professor Jeff Fuller and Greg Russell. Their combined
experience in rural health, Aboriginal and Torres Strait Islander health and business
management has enriched our expertise and perspectives.

Our passion for building relationships is already guiding the priority work of our local
health network, particularly when it comes to the important work of strengthening
connections and earning the trust of First Nations peoples on whose land our health
services reside and deliver services.

Our Governing Board and senior leadership staff have been meeting together with
Aboriginal health service partners, along with community representatives and Elders
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to hear their experiences of accessing our services and to understand how we can
better meet their health and wellbeing needs.

BHFLHN is currently in the process of creating our first Reconciliation Action Plan,
which will provide a framework for our organisation to support the national
reconciliation movement. It will provide practical actions that will drive our
contribution to reconciliation and has a strong focus on developing respectful
relationships and meaningful opportunities with Aboriginal and Torres Islander
peoples.

This past year has also demonstrated, once again, that BHFLHN over-achieves in
several key performance areas, particularly as they relate to emergency department
seen on time, elective surgery and consumer experience. Furthermore, our
Strathalbyn and Torrens Valley aged care facilities both responded to two
unannounced accreditation visits with exceptional leadership and dedication from
their staff. Both accreditations were rigorous and demanding, but both sites stepped
up and demonstrated that we provide exceptional, safe and quality care within our
services.

| also wish to highlight our exceptional financial performance, which has continued to
strengthen over the two years since our formation. BHFLHN is one of the strongest
financially performing local health networks in South Australia.

These achievements combine to form a powerful launchpad for the coming year. |
thank the Directors and Executive for their continued adaptability, resourcefulness
and dedication to their staff and communities.

On behalf of the BHFLHN Governing Board, | express our sincere gratitude to our
patients and consumers, staff, service partners and stakeholders for their trust,

support and patience over what has, and continues to be, an extraordinary time for
health and for our communities.

L ﬁ -’n-?d';-!u vy

Carol Gaston AM
Governing Board Chair
Barossa Hills Fleurieu Local Health Network
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From the Chief Executive

The past year has seen us mature as a health network and our
connection to one another strengthen, as together we have
continued to navigate the challenges of a global pandemic.

Our COVID-19 testing and vaccination programs have seen us

make a significant contribution to South Australia's public health

strategy. We have conducted more COVID-19 tests than any

other single South Australian local health network, excluding SA

Health sponsored drive through clinics such as Victoria Park and
the Repat Health Precinct.

Our vaccine program has also been extraordinarily successful. During 2020-21 we
had delivered 7,415 vaccinations. Over 3,500 vaccinations have been administered
on Kangaroo Island, as a result of a successful partnership with the Royal Flying
Doctor Service, the Kangaroo Island Council and SA Health.

Ouir critical role as a peri-urban health network has seen us make a significant
impact on the ramp-down of metropolitan hospitals, involving the transfer or
repatriation of patients, including to our long-stay sites from metropolitan hospitals,
making available critical bed space, whilst managing activity growth at our peri-urban
sites. The role BHFLHN has in supporting the system is critical and we will continue
to develop ways in which to support activity demand and management across the
system.

Never has the resilience and dedication our staff been more evident —including the
large portion of our staff who have continued the important work of business as usual
while many of their colleagues were taken offline to dedicate their expertise and
focus to COVID-19.

While delivering this pandemic response, our health network continues to aspire to
be values-centred at every level, with our organisational values of trust, respect,
integrity, collaboration and kindness guiding every part of our planning, decision-
making and culture.

Despite all the challenges we have faced over the past year, | am particularly proud
that our commitment to developing our culture and leadership has remained
steadfast. Through our culture and leadership program, which commenced in
October 2019, our executive team and senior managers have been able to build
trust, foster bonds, and find a space to express their vulnerabilities throughout a
period that tested all of us in precedented ways.

'Sustainable productivity' was identified as a collective challenge, and these themes
have been developed and courageously explored through a combination of coaching
circles, debriefing sessions and story circles; which enables deeper connection and
relationships, and build psychological safety, where stories were shared about
progress in stretching leadership ‘edges’ and improving leadership effectiveness.
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Infrastructure and capital development remain an area of high activity, with multiple
projects underway including major investments in Strathalbyn Residential Aged Care
and surgical theatre upgrades in Gawler and Kapunda.

The emergency department at Mount Barker District Soldiers' Memorial Hospital is
undergoing a $8.6 million upgrade to expand current emergency service capability
and deliver high quality and contemporary health services for the people of Mount
Barker and surrounding communities.

Gawler Health Service looks forward to its own emergency department upgrade in
2022, as does Southern Fleurieu Health Service, which has recently received
additional Federal and State funding that will enable the expansion of renal dialysis
services and deliver essential upgrades to the Central Sterile Services Department,
ensuring better healthcare, closer to home, for residents of the Southern Fleurieu.

Master planning of the Kangaroo Island Health Service continues with an exciting
milestone recently celebrated with the acquisition of land adjacent to the hospital,
worth $1.5 million, which will allow us to explore future development opportunities to
maximise health service delivery and ensure we can continue to provide high quality
health and aged care services for Kangaroo Island residents in the future.

Another area of our activity this year that brings me enormous pride is our work in
embedding a Yarning Circle model of engagement and connection, led by
outstanding members of our network's Aboriginal workforce. This format of deep-
listening and cultivation of respect has further supported the development of our
Consumer and Community Engagement Strategy, which has actively centred the
voices and experiences of First Nations people.

This journey of engagement ultimately led to the co-design of a stunning piece of
artwork, led by artist-collaborators, Ngadli Arts, creating a piece named ‘Ngallugu
Wambana Yunggu’' — Narrunga meaning ‘[to] walk as one and share our
experiences’. We are thrilled to be launching this beautiful artwork as part of our
Consumer and Community Engagement Strategy in the coming months.

Rebecca Graham
Chief Executive
Barossa Hills Fleurieu Local Health Network
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Overview: about the agency

Our strategic focus

Our Purpose

Our Vision

Our Values

Our
functions,
objectives
and
deliverables

Safe, effective, personal and connected health services for the
communities of the Barossa, Adelaide Hills, Fleurieu and
Kangaroo Island.

To shine new light on the health, healing and wellbeing of our
communities through the provision of extraordinary services and
care.

e Trust = A safe and reliable pair of hands for all that we hold.

¢ Respect = Quality treatment and care that every person
deserves, every time.

e Integrity = Own up, open up, follow up.

e Collaboration = Sharing improves our caring.

¢ Kindness = Giving care and taking care in providing care.

To ensure that our community members receive extraordinary
health services and care by delivering safe, effective, personal
and connected services and care for every person, every time.

Objectives:

e Our Governance — to exemplify excellence, courage, agility
and accountability.

e Our Services — to be innovative and seek new ways to
improve our services.

e Our People — to grow a high-performing, sustainable
workforce, with a positive workplace culture and high levels of
leadership effectiveness.

e Our Partners — to work with consumers, staff, clinicians, and
other service providers to develop our services and find new
ways of achieving our purpose.

Our organisational structure

BHFLHN Governing Board:
Carol Gaston, AM (Chair)

Pru Blackwell
Roger Sexton
Judy Curran

Kevin Cantley, PSM
Gregory Russell (appointed 12 October 2020)
Jeffrey Fuller (appointed 12 October 2020)
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BHFLHN was managed by the Chief Executive Officer (CEO), who reported to and
was accountable to the BHFLHN Governing Board.

Clinical Director Mental
Health

— Director Aboriginal Health

— Director Corporate Services

— Director People and Culture

Director Service
Development

Director Strategy and
Governance

BHFLHN Governing Board Chief Executive Officer |—

Executive Director
Community and Allied Heallth

Executive Director Finance
Services

Interim Director Operations
(commended 6 April 2021)

Executive Director Nursing
and Midwifery Services

Rural Workforce
Implementation Manager

Executive Director Medical
Services
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Rural Support Service (RSS) Organisational Structure

The RSS is jointly managed by two co-directors, a Chief Clinical Advisor and an
Executive Director. The co-directors report to the CEO, BHFLHN.

Changes to the agency

During 2020-21 there were the following changes to the agency’s structure and
objectives as a result of internal reviews or machinery of government changes.

e At a workshop with the regional Local Health Network (LHN) Governing Board
Chairs and Chief Executive Officers (CEOs) in November 2020, it was agreed
that the RSS should explore becoming an independent entity in the future, and
that an interim governance arrangement should be put in place until such time as
an independent entity could be approved. This involved replacing the
Management Oversight Committee with the RSS Governance Committee, which
is a Tier 1 committee of the BHFLHN Governing Board.
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Our Minister

Hon Stephen Wade MLC is the Minister for Health and
Wellbeing in South Australia.

The Minister oversees health, wellbeing, mental health,
ageing well, substance abuse and suicide prevention.

Our Executive team

As at the 30 June 2021, the BHFLHN Executive team consisted of:

Chief Executive Officer

Rebecca Graham is accountable to the
Governing Board for the provision,
management and administration of health
services and achieving the overall
performance of the public health system for
BHFLHN.

Director Aboriginal Health

Peter Taylor is responsible for initiating,
planning, implementing, coordinating and
delivering Aboriginal Health programs across
BHFLHN.

Clinical Director Mental Health

Dr Brian McKenny is responsible for the
management of the Rural and Remote Mental
Health Service within BHFLHN and Mental
Health Clinical Governance for regional LHNs
in country South Australia.
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Executive Director Community and Allied
Health

Brett Webster is responsible for the efficient
and effective management of Community
Health Services resulting in the provision of a
range of community and hospital-based health
services responsive to the identified needs of
BHFLHN.

Executive Director Medical Services

Sharon Morton is responsible for the delivery
of professional leadership and professional
practice standards of medical staff across
BHFLHN and is also the medical lead for the
Quality, Risk and Safety Team.

Executive Director Nursing and Midwifery
Services

Amy Lee is responsible for the delivery of
Nursing and Midwifery professional services
across BHFLHN and also leads the Quality,
Risk and Safety Team.

Interim Director Operations

Bronwyn Masters is responsible for clinical
Operations across BHFLHN with a specific
focus on leading the eleven hospitals to
perform to agreed standards and levels of
performance. Bronwyn also takes on the role
as network commander for BHFLHN and has
an oversight role in Clinical Service Planning.

Director Corporate Services

Daniel Panic is responsible for managing,
developing, coordinating and monitoring
significant and critical, corporate and business
services that support the effective operation of
health units across BHFLHN.
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Executive Director Finance Services

Lis Wilson is responsible for the provision of
comprehensive financial services across
BHFLHN and the Rural Support Service
(RSS).

Director People and Culture

Mandy Palumbo is responsible for leading and
managing the delivery of best practice human
resources services within a business
partnering framework, implementing proactive
workforce strategies and interventions within
services across BHFLHN in order to drive
continuous improvement, performance and
accountability of workforce goals and
objectives.

Director Service Development

Alison King is responsible for leading and
contributing to the design, planning,
development, implementation, management,
and evaluation of significant service
development initiatives across BHFLHN. The
position develops and manages overall service
development project plans and provides
project assistance.

Director Strategy and Governance

Kylie Williams is accountable for the provision
of high quality and timely support to the Chief
Executive Officer and the Governing Board.
Kylie is also responsible for the Strategy and
Governance team which is accountable for the
delivery of secretariat support to board
governance committees, project management,
ministerials, performance analysis,
communications and Freedom of Information
(FOU.
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Rural Health Workforce Strategy
Implementation Manager

Kelly Borlase supports the regional LHNs and
the RSS in achieving the delivery of the Rural
Health Workforce Strategy. The position is
responsible for the development and
implementation of local strategies that align
with the Rural Health Workforce Strategy and
Local Health Network priorities.

Rural Support Service
As at the 30 June 2021, the RSS Executive team consisted of:

Chief Clinical Advisor

Dr Hendrika Meyer is responsible for co-
directing the RSS with responsibility for
delivering a comprehensive range of clinical,
workforce, governance and business services
that support regional LHNs.

Executive Director

Debbie Martin is responsible for co-directing
the RSS with responsibility for delivering a
comprehensive range of clinical, workforce,
governance and business services that
support regional LHNSs.

Legislation administered by the agency

Nil
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Other related agencies (within the Minister’s area/s of responsibility)

e Department for Health and Wellbeing

e Central Adelaide Local Health Network

e Eyre and Far North Local Health Network

e Flinders and Upper North Local Health Network
e Limestone Coast Local Health Network

e Northern Adelaide Local Health Network

e Riverland Mallee Coorong Local Health Network
e Southern Adelaide Local Health Network

e Women’'s and Children’s Health Network

e Yorke and Northern Local Health Network

e South Australian Ambulance Service
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The agency’s performance

Performance at a glance

In 2020-21, BHFLHN achieved key performance in the following areas:

Launched the BHFLHN Strategic Intent with a focus on Our Governance, Our
Services, Our People, Our Partners.

Continued to ‘live’ the BHFLHN values of Trust, Respect, Integrity, Collaboration
and Kindness.

All sites continue to be accredited with the Australian Council of Healthcare
Standards.

Tier 1 Governance Committees established and operational.

All Residential Aged Care faclilities continue to be accredited with Aged Care
Quality and Safety Commission.

Successfully completed an NDIS Audit.

Won a SA Health Award in the category, ‘Excellence and Innovation in Aboriginal
Health’ — for the outstanding first response delivered by the BHFLHN Aboriginal
Health team to community members of the APY Lands, displaced due to COVID-
19 restrictions and border controls

Commenced the construction of Strathalbyn residential aged care precinct
expansion to accommodate an extra 12 memory support unit places and 24
residential places.

Procured a design team to undertake the design development of the Mount
Barker Emergency Department.

Engaged design consultants to develop a site development plan for the Southern
Fleurieu Health Service.

Opened four ‘care pods’ at Angaston and Tanunda providing restorative care to
patients transferred from metropolitan hospitals.

Welcomed the first three medical interns, who will work at Gawler, Mount Barker
and Southern Fleurieu.

Opened a Short Stay Unit at Gawler Health Service.

Continued an emergency command structure for the COVID-19 pandemic.
Achieved five out of six of the SA Health Work Health and Safety Injury
Management (WHSIM) Performance Measures and 100% compliance for SA
Health KPIs.

Met or exceeding all targets for emergency department ‘seen on time’ triage
categories, with 100% for Triage 1.

Exceeded target for emergency department unplanned re-attendances within 48
hours and meeting targets for patients who left at their own risk both from ED and
for admitted patients.

Nil elective surgery overdue patients in category 1 despite the impact of COVID.
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Exceeded the target for mental health acute average length of stay and meeting
targets for other mental health services such as readmission rates, seclusion and
restraint and timeliness of care in the community.

Achieved above target ratings for all key consumer experience indicators.
Achieved improvements in other key performance indicators including the
percentage of potentially preventable admissions, relative stay index, hospital
acquired complication rate and hand hygiene compliance.

Participation in a pilot project with the trial of CCTV in aged care at Torrens
Valley Aged Care (Mount Pleasant.

In 2020-21, BHFLHN achieved key performance relating to COVID-19 as below:

Provided a flexible COVID response including the provision of COVID testing and
COVID vaccinations.

Provided more COVID-19 tests for the community than any other LHN in
metropolitan or country South Australia, 78,179 tests in 2020-21. Testing clinics
operated in Gawler, Mount Barker, Victor Harbor and Kangaroo Island.
Administered, as at 30 June 2021, atotal of 7,415 vaccinations (6,124 Pfizer and
1,291 AstraZeneca).

Operated, in partnership with the Royal Flying Doctor Service, Kangaroo Island
Council, and SA Health, a pop-up vaccination clinic for the Kangaroo Island
community.

Provided mobile vaccination clinics to specific populations such as residential
aged care residents and staff.

Rural Support Service
In 2020-21, the RSS achieved key performance in the following areas:

Developed and released, as part of implementing the Rural Health Workforce
Strategy, the Rural SA Ambulance Service Plan 2020-25, SA Rural Nursing and
Midwifery Workforce Plan 2021-26 and SA Rural Allied and Scientific Health
Workforce Plan 2021-26.

Established the South Australian Rural Generalist Program, Steering Committee
and Rural Generalist Coordination Unit for the review and coordination of rural
medical training in South Australia, as part of the Commonwealth’s Governments
National Rural Generalist Pathway and the South Australian Government’s Rural
Medical Workforce Plan 2019-24.

Supported, through the Expanding Country Cancer Services Initiative, regional
LHNSs to achieve a 90% increase in cancer treatment episodes and a 94.9%
increase in medical oncology consults across all regional LHNs since 2016-17.
Developed rural stroke pathways for all rural and regional country hospitals.
Secured $880,000 to deliver a hospice in residential aged care facility services.
Finalised the Child Health and Early Development Model of Care for the regional
LHNSs.
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Continued the South Australian Virtual Emergency Service (SAVES) with
extended hours, operating between 7pm — 7am, with 2,776 calls in 2020-21.

The RSS Infection Prevention and Control Nurse Manager acted as a key subject
matter expert and communication conduit between DHW and the regional LHNs
in the early stage of the COVID-19 pandemic.

Provided clinical leadership in streamlining the COVID-19 vaccination service
delivery models across the regional vaccination clinics.

Coordinated and supported the implementation of the Allied Health Rural
Generalist Training Pathway for 20 Allied Health Practitioners across the regional
LHNs.

Coordinated the use of the Digital Telehealth Network for 42,713 clinical and non-
clinical video conferencing sessions during 2020-21.

Continued to support telehealth service delivery across SA Health in response to
COVID-19.

Completed service profiles, incorporating latest demographic and health service
activity, for each regional LHN and their respective health services.

Made changes to the PATS eligibility criteria and Guidelines for Assessment to
make them simpler and easier to understand.

Continued to provide revenue and claiming services for regional LHN delivery of
ageing and disability programs and identified cost saving opportunities.

On behalf of the regional LHNS, led negotiations with the Australian Medical
Association (SA) and Rural Doctors Association of South Australia regarding the
new South Australian Rural Medical Fee Agreement.
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Agency contribution to whole of Government objectives

Key objective

Agency’s contribution

More jobs

As part of implementing the Rural Health Workforce
Strategy, developed and released the Rural SA
Ambulance Service Plan 2020-25, SA Rural Nursing
and Midwifery Workforce Plan 2021-26 and SA Rural
Allied and Scientific Health Workforce Plan 2021-26.

Lower costs

Costs for consumers were reduced through delivering
programs such as:

The Patient Assistance Transport Scheme.

e Timely elective surgery.

e Increasing access to Telehealth services.

e Home based chronic disease monitoring.
Better Services BHFLHN

Significant service outcomes achieved in 2020-21
included the following:

COVID-19 Testing - BHFLHN operated four
COVID19 testing services at Kangaroo Island Health
Service, Mount Barker District Soldiers’ Memorial
Hospital, Gawler Health Service and Southern
Fleurieu Health Service and supported the SA
Pathology operated COVID19 testing service at
Tanunda Hospital. The services performed 78,179
tests in 2020-21 and delivered a flexible testing
service based on demand and community needs,
particularly during outbreak management and state
lockdowns.

COVID-19 Vaccinations - since 29 March 2021,
BHFLHN has been successfully operating
vaccination clinics. Mobile clinics and pop-up clinics
have been mobilised for specific populations
including aged care residents and the Kangaroo
Island community, whilst providing Pfizer and
AstraZeneca to the community as per clinical
recommendations.

Gawler Theatre upgrade.

Kapunda CSSD upgrade.

Fire Services upgrades at Kapunda and Eudunda
Hospitals.

Development of a Gawler Short Stay Unit - to provide
a short period of assessment, course of therapy or
observations for a group of patients who no longer
require ED care, 667 patients utilised the Short Stay
Unit in the past year for their care.
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Orthopaedic surgeons visiting Kangaroo Island
regularly identified patients who needed arthroplasty.
This is not able to be performed on Kangaroo Island
and therefore, these patients now visit Mount Barker
and are operated on by the surgeon they consulted
on Island.

In collaboration with Northern Adelaide Health
Service (NALHN), BHFLHN are repatriating patients
from the NALHN elective surgery waitlist who can
receive their care closer to home at Gawler Health
Service. Gawler treated 69 NALHN patients between
April — July 2021.

An Elective Surgery collaboration with NALHN
enabled patients who were overdue for a
colonoscopy to receive their care at Gawler Health
Service.

Implementation of the Carepod Program to provide
restorative care for metropolitan hospital long stay
patients that are transferred to a Peri-Urban Care
Pod site — Tanunda and Angaston. These patients
are no longer acutely unwell, however for various
reasons are unable to be discharged. 45 consumers
were accepted into the program with 37 being
successfully discharged. A formal evaluation of the
program was completed which identified high levels
of consumer satisfaction.

BHFLHN has a significant role to play in supporting
patients to receive care closer to home once their
tertiary care requirements are no longer required in a
metropolitan Adelaide hospital. A number of
initiatives were trialled during 2020-21 to enable
rapid transfer options including a liaison officer in
Flinders Medical Centre and additional medical
support into Southern Fleurieu Health

Service. As a part of the state governments
commitment to reducing ramping, in May, BHFLHN
was allocated funds to open an additional sixteen
beds at Gawler Health service to manage demand
for services in the outer northern area.

Partnering with the Department for Health and
Wellbeing and six regional Local Health Networks in
the development of an Aged Care Strategy for
regional South Australia.
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RSS

Significant service outcomes achieved in 2020-21
included the following:

e Through the Rural Health Workforce Strategy,
allocated $16 million to critical rural health workforce
projects across all regional local health networks,
including the Allied Health Rural Generalist Pathway
and a model for allied health leadership, the Mid
North Midwifery Model of Care, support for registered
nurse collaborative graduate programs and new
nurse practitioner positions, technology and
volunteer recruitment supports for SAAS, and the
medical South Australian Rural Generalist Program.
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Agency specific objectives and performance

Agency
objectives

Workforce

Indicators

South Australian Rural

Performance

Generalist Program 2020-

21
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Established the South Australian
Rural Generalist Program,
Steering Committee and Rural
Generalist Coordination Unit for
the review and coordination of
rural medical training in South
Australia, as part of the
Commonwealth’'s Governments
National Rural Generalist
Pathway and the South
Australian Government’s Rural
Medical Workforce Plan 2019-
24.

Achieved the highest level of
advanced skills training (AST) in
regional SA since 2017,
increased rural internships and
overall recruitment with less
positions going unfilled; new
rural generalist designed PGY2
placements; maximisation and
coordination of State and
Commonwealth Government
funding; development of AST for
rural based GPs and “fellowed”
GPs; streamlined AST
recruitment processes; and
improved visibility of all rural
training positions.



Improving
access to

in our
community
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Rural Health Workforce

Strategy

South Australian Virtual
Emergency Service
health services | (SAVES)

Virtual Clinical Care (VCC)

Palliative Care

Child Health and
Development
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Developed and released the
Rural SA Ambulance Service
Plan 2020-25, SA Rural Nursing
and Midwifery Workforce Plan
2021-26 and SA Rural Allied
and Scientific Health Workforce
Plan 2021-26.

Continued implementation of the
SA Rural Medical Workforce
Plan 2019-24.

Commenced development of the
SA Rural Aboriginal Health
Workforce Plan.

Continued SAVES with
extended hours operating
between 7pm — 7am, with 2,776
calls in 2020-21.

Partnered with Riverland Mallee
Coorong LHN to reduce hospital
readmissions through home
care packages.

Avoided 129 emergency
department presentations.
Avoided 195 preventable
hospital admissions.

15,963 client contacts.

Secured $880,000 to deliver a
hospice in residential aged care
facility service.

Secured an additional $350,000
to deliver a GP Shared Care
program to support the
residential aged care hospice
program.

Funded an additional $70,000
by the Hospital Research
Foundation to ensure timely
access to medications to
support the hospice program.

Finalised the Child Health and
Early Development Model of
Care for the regional LHNs.
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Integrated Cardiovascular | e Provided 577 technical support
Clinical Network SA calls for all sites across regional
(iCCnet) LHNSs.
¢ Implemented a home monitoring
trial at the Mount Gambier medi
hotel, monitoring guests who
were potentially COVID positive.
Supported by the Primary Health
Network, the trial had the
potential to identify the early
deterioration of guests with
COVID.
e My Health Point of Care
Innovative Technologies Trial
supported 32 sites, with 56
patients commencing virtual
home monitoring and 3,419
point of care tests performed.
e 2,168 patients referred to
CATCH (including telephone
model, GP Hybrid and BCIC
sites).
e Technical support provided to
VCC by iCCnet for 383 cases,
with technical supports,
administration tasks, taking on
average of 25 minutes.

Oncology e Through the Expanding Country
Cancer Services Initiative,
supported the regional LHNs to
achieve a 90% increase in
cancer treatment episodes and
a 94.9% increase in medical
oncology consults across all
regional LHNs since 2016-17.

e In 2020-21, across all regional
LHNs there were 7,458 cancer
treatment episodes compared to
6,954 in 2019-20 (7.2%
increase). The average
treatment per month was 622
compared to 580 in 2019-20.
There were 5,030 medical
oncology consultations
compared to 4,332 in 2019-20
(15.5% increase). The average
number of consultations per
month was 419 compared to
361 in 2019-20.
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Renal Services o

Stroke Services o

Ageing and Disability o

Hospital Elective Surgery o
Services
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The Mobile Dialysis Unit
recommenced services after a
closure period due to the
COVID-19 restrictions with visits
to Coober Pedy and Yalata.

Professor Tim Kleinig visited
regional LHN sites in Berri,
Mount Gambier, Naracoorte and
Port Lincoln, presenting face-to-
face education on acute stroke
presentations.

Developed rural stroke
pathways for all rural and
regional country hospitals.

26% increase in the number of
Home Care Packages (HCP),
with revenue increasing by 28%.
16% increase in the number of
National Disability Insurance
Scheme packages, with revenue
increasing by 34%.

Regional LHN elective surgery
KPIls were impacted by COVID
lockdown and theatre
cancellations, which
commenced in March 2020.
These theatre cancellations
created numerous overdue
patients. The RSS worked with
regional LHNSs to ensure
patients were scheduled as
soon as possible and the
outcome was 0 overdue patients
as at 30 June 2021.
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Hospital
Services

Allied Health

Nursing

Rural Support Service o
Country Allied Health
Clinical Education Program

plus (CAHCEP+)
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RSS Infection Prevention and
Control Nurse Manager acted as
a key subject matter expert and
communication conduit between
DHW and the regional LHNs in
the early stage of the COVID-19
pandemic, particularly in relation
to personal protective equipment
(PPE) requirements, stock
levels, and PPE matrix
development.

Led the regionalisation of large
volumes of essential COVID-19
information through SharePoint.
In conjunction with key partners,
SA Pathology, regional LHNs
and metropolitan LHNs, the
BloodMove program continued
to achieve outstanding results in
the level of red blood cell
wastage, achieving an average
year to date wastage rate of
1.05%, well below the national
target of 2.0%.

Established perinatal referral
platform, which provides
specialist advice and support to
regional consumers.

Facilitated professional
education and clinical placement
opportunities for regional nurses
and midwives.

Provided quality, innovative and
flexible emergency education
activities.

16 participants completed
Enrolled Nursing Cadet
Program.

Provided 439 occasions of
training for allied health
professionals (AHPSs) working in
regional LHNs.
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Credentialing

Procedures and Training

Country Consolidated
Client Management Engine

(CCCME)

Allied Health Rural
Generalist Training

Pathway
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Coordinated and streamlined
regional LHN and RSS AHP
triennial re-credentialing for over
800 AHPs.

Achieved an allied health
credentialing average monthly
KPI of 99.5%, and service
improvements relating to
credentialing reporting and
procedures.

Developed procedures and
training packages to support
malnutrition screening and
management across regional
LHN acute, community and
aged settings.

Established regional LHN
Safeguarding Vulnerable People
Workgroup and implemented
staff training for support of
vulnerable children and
families.

Led the rapid expansion of
CCCME to enable the
documentation of electronic
progress notes, including
design, testing, training and
implementation across multiple
regional LHNSs.

Coordinated and supported the
implementation for 20 AHPs
across the regional LHNSs.
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Corporate performance summary

BHFLHN achieved key corporate performance outcomes including:

Implemented a Leadership and Culture Program for members of Executive and
Senior Managers.

Attendance of 203 staff at our Orientation program.

Undertook a Digital Health Maturity assessment.

In partnership with Digital Health SA, undertook Site Improvement Plan (SIP)
visits at 8 of our 11 sites.

Completed the refurbishment of the Mental Health building at the Kangaroo
Island Health Service.

Completed Body Protect electrical works at the Kangaroo Island Health Service.
Undertook roof replacement to a portion of the Kangaroo Island Health Service.
Completed a Fire Safety project at the Kangaroo Island Health Service, including
fire tanks, pumps, hydrants and sprinklers.

Completed an Emergency Generator upgrade at Strathalbyn and District Health
Service.

Completed installation of a new Emergency Generator at the Gawler Health
Service that provides full essential power back up for the entire site.

Installed external bushfire protection sprinklers at the rear of the Gumeracha
District Soldiers Memorial Hospital.

Completed renovations at the Gawler Health Service to the former Kiosk to
accommodate Pharmacy, Pre-Surgical Clinics, Theatre and Elective Surgery
management.

Completed the refurbishment, fit out and reactivation of 50 High Street
Commenced design and contractor procurement for Central Sterile Services
Department (CSSD) upgrades for the Gawler Health Service, Kapunda Hospital
and Angaston District Hospital.

Following the 2019-20 bushfire season, investigated and completed additional
risk control improvements and treatments to mitigate bushfire risks in relation to
five high risk sites (Gumeracha, Mt Pleasant, Tanunda, Angaston, and Kangaroo
Island).

The RSS achieved key corporate performance outcomes including:
Telehealth

Extended the Digital Telehealth Network (DTN) contract for 12 months to 30 June
2022.

Coordinated the use of the DTN for 42,713 clinical and non-clinical video
conferencing sessions during 2020-21.

Continued to support telehealth service delivery across SA Health in response to
COVID-19.
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Planning and population health

Completed 2019-20 service profiles, incorporating latest demographic and health
service activity, for each regional LHN and their respective health services.
Provided health service planning support, including new partnership arrangement
model established with Yorke and Northern LHN.

Organisational Development

Represented the RSS and regional LHNSs for the request for tender procurement
for the SA Health Employee Assistance Program.

60 emerging leaders from across all regional LHNs completed the Growing
Leaders Program.

Undertook the agency coordinator role in supporting the RSS and regional LHNs
in the public sector | Work for SA Survey. The response rate in regional health
increased from 13% in 2018 to 29% in 2021. The RSS had a total response rate
of 82%, the highest within SA Health.

17 regional health scholarships were awarded across regional LHNs in 2020-21.

Patient Assistance Transport Scheme (PATS)

Made changes to the PATS eligibility criteria and Guidelines for Assessment to
make them simpler and easier to understand.

Improved how information is conveyed to consumers, rural GPs and medical
specialists to help them better understand the scheme and submit eligible claims.

Developed new PATS website and information materials.
Developed PATS Aboriginal Engagement Strategy.
Processing of online claims decreased to one-three days average.

Ageing and disability

Continued to provide revenue and claiming services for regional LHN delivery of
ageing and disability programs and identified cost saving opportunities.
Implemented new Home Care Package (HCP) revenue accrual method to more
accurately account for revenue received in arrears and estimate revenue
projections in readiness for Commonwealth reforms.

Improved NDIS invoicing methodology for more accurate claiming and
management.

Implemented eHCP-CCME systems integration providing improved claiming and
revenue generating outcomes.

Revenue and Fee For Service

Worked with regional LHNSs to establish, implement and provide training to
relevant staff for BPOINT, an online platform that enables LHN cashiers /
revenue officers the ability to process over the phone credit card payments for
client accounts.
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e Coordinated the successful implementation of the iExpense system, a

professional development claims process for medical officers, in consultation with
regional LHNs and the Department for Health and Wellbeing.

e Coordinated the transition of Rural and Remote Rights of Private Practice to

using Power Billing and Revenue Collection system to submit medical officer
claims.

Employment opportunity programs

Program name Performance

Aboriginal Through aboriginal employment initiatives, BHFLHN
Employment employed nine people who identified as Aboriginal or Torres
Program Strait Islander.

Enrolled Nurse Four students commenced the program in 2020-21. This
Cadet program targeted recruitment strategy offers a training and

employment pathway for rural people to commence their
health career.

Growing Leaders 27 emerging leaders from BHFLHN and RSS completed the
Growing Leaders Program.

Scholarships 17 scholarships were awarded across regional LHNs as part
of the 2020/21 scholarship intake, this included:

e Six Rural Undergraduates with one awarded from each
LHN.

e One Margaret Tobin Mental Health Scholarship.

e Ten regional LHN scholarships.

Agency performance management and development systems

Performance management | Performance
and development system

Performance Review and 2,024 BHFLHN employees (76.96%) have
Development is a process participated in a PRD review within the twelve

for supporting continuous months prior to 30 June 2021.

improvement of employees’

work performance to assist | 1,395 BHFLHN employees (53.04%) have

them to meet SA Health participated in a PRD review within the six months
values and objectives prior to 30 June 2021.

BHFLHN data includes Rural Support Service.
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Work health, safety and return to work programs

Program name Performance

Total claims costs | Despite a 31% increase in new claims, there has been just a
3% increase in total claims costs. This is due to a
collaborative approach between injury management
practitioners, human resources practitioners, work health and
safety practitioners and LHN Managers to support early
intervention and proactive return to work.

BHFLHN data includes Rural Support Service.

Workplace injury claims Current | Past year | % Change
zgzegrzl 2019-20 )
Total new workplace injury claims 77 59 +30.5%
Fatalities 0 0 0.0%
Seriously injured workers* 0 0 0.0%

Significant injuries (where lost time exceeds a
working week, expressed as frequency rate 22.53 11.92 +89.01%
per 1000 FTE)

*number of claimants assessed during the reporting period as having a whole person impairment of 30% or more
under the Return to Work Act 2014 (Part 2 Division 5)

BHFLHN data includes Rural Support Service.

Work health and safety regulations Current | Past year % Change
year i (+/7-)
2020-21 2019-20
Number of notifiable incidents (Work Health 4 4 0.0%
and Safety Act 2012, Part 3)
Number of provisional improvement,
improvement and prohibition notices (Work 0 0 0.0%

Health and Safety Act 2012 Sections 90, 191
and 195)

o BHFLHN data includes Rural Support Service.
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Return to work costs** Current year | Past year %
2020-21 2019-20 Change
(+/-)

Total gross workers compensation

expenditure ($) $1,024,204 $990,528 +3.4%

Income support payments — gross ($) $467,655 $404,835 +15.5%
**pefore third-party recovery

¢ BHFLHN dataincludes Rural Support Service.

Data for previous years is available at: https://data.sa.gov.au/data/dataset/barossa-
hills-fleurieu-local-health-network-bhflhn

Executive employment in the agency

Executive classification Number of executives
Executive Level B 1
SAES 1 2

¢  BHFLHN data includes Rural Support Service.

Data for previous years is available at: https://data.sa.qov.au/data/dataset/barossa-
hills-fleurieu-local-health-network-bhflhn

The Office of the Commissioner for Public Sector Employment has a workforce
information page that provides further information on the breakdown of executive
gender, salary and tenure by agency.
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Financial performance
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Financial performance at a glance

The following is a brief summary of the overall financial position of the agency. The
information is unaudited. Full audited financial statements for 2020-2021 are

attached to this report.

OFFICIAL

Statement of 2020-21 2020-21 Variation | Past year
Comprehensive Income Budget Actual $000s 2019-20
$000s $000s Actual
$000s
Total Income 301 771 319 014 17 243 275,584
Total Expenses 299 535 297 291 2 244 282,460
Net Result 2,236 21,723 19,487 (6,876)
Total Comprehensive Result | 2,236 21,723 19,487 (6,876)
Statement of Financial 2020-21 2020-21 Variation | Past year
Position Budget Actual $000s 2019-20
$000s $000s Actual
$000s
Current assets N/A 46,652 N/A 34,860
Non-current assets N/A 158,871 N/A 149,213
Total assets N/A 205,523 N/A 184,073
Current liabilities N/A 57,640 N/A 57,087
Non-current liabilities N/A 20,743 N/A 37,939
Total liabilities N/A 78,383 N/A 95,026
Net assets N/A 127,140 N/A 89,047
Equity N/A 127,140 N/A 89,047
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Consultants disclosure
The following is a summary of external consultants that have been engaged by the

agency, the nature of work undertaken, and the actual payments made for the work
undertaken during the financial year.

Consultancies with a contract value below $10,000 each
BHFLHN data includes Rural Support Service.

Consultancies Purpose $ Actual payment

All consultancies below Various $3,231
$10,000 each - combined

Consultancies with a contract value above $10,000 each

BHFLHN data includes Rural Support Service.

Consultancies Purpose $ Actual

payment
Standards Wise Audit of Strathalbyn Residential Aged Care | $ 164,144
Australia Facility against Aged Care Quality

Standards and provide a continuous
improvement plan and training requirement
based on the findings

BDO Advisory (SA) | Create an alternative model which $ 75,459
Pty Ltd considers the criteria for assessment,

demographic modelling and potential future

demand for services

Aurora Meliora Pty | Providing strategic organisational $ 32,780
Ltd development advice, coaching and

facilitation.
Ernst & Young Formulating a view and providing $ 30,000

recommendations to changes in
Leadership Structure

Leadership Pty Ltd | Development of Strategic plan and clinician | $ 26,360
and workforce engagement strategy

Destravis Australia | Development and delivery of Strategic $ 21,285
Pty Ltd Development Plan for Mount Barker
Soldiers Memorial Hospital
Total $ 353,259
35|Page
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Data for previous years is available at: https://data.sa.gov.au/data/dataset/barossa-

hills-fleurieu-local-health-network-bhflhn

See also the Consolidated Financial Report of the Department of Treasury and

Finance for total value of consultancy contracts across the South Australian Public

Sector.

Contractors disclosure

The following is a summary of external contractors that have been engaged by the
agency, the nature of work undertaken, and the actual payments made for work

undertaken during the financial year.

Contractors with a contract value below $10,000

BHFLHN data includes Rural Support Service.

Contractors Purpose

All contractors below $10,000 Various
each - combined

Contractors with a contract value above $10,000 each

BHFLHN data includes Rural Support Service.

Contractors Purpose
HCA - Healthcare Agency
Australia

Your Nursing Agency Pty | Agency

Ltd

Hays Specialist Agency

Recruitment (Australia)

Pty Limited

Randstad Pty Limited Agency

Wavelength International = Agency

Pty Limited

Avancii Services provided to Barossa

Hills Fleurieu Region
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$ Actual payment

$137,191

$ Actual payment

$1,454,409

$1,215,964

$747,256

$287,412

$165,064

$118,350
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Contractors

Resthaven Inc

Arcblue Consulting (Aus)
Pty Ltd

Trimast

Victoria Road Medical
Clinic

Kemp Recruitment Pty
Ltd

Matthew Flinders Home
Inc

Natalie Bottroff &
Associates Pty Ltd

Elizabeth Pengilly

The Clare Medical
Service Trust

Barossa Village
Incorporated

Steve Nicholls

People Vision Pty Ltd
Rexco People

Mediserve Nursing
Agency

Boandik Lodge Inc

My Care Solution Pty Ltd

Recruitment Solutions
Group Australia Pty Ltd

Purpose

Transitional Care Packages and

Day Therapy Services

Project management services

Director Operations

Chief Obstetric Consultant
Agency
Social Support Group and

Transitional Care Packages

Consultant Rehabilitation
Services

Services provided for Barossa
Hills Fleurieu Region
Community Health Clients

Anaesthetics expertise - Dr P
Gribble

Transitional Care Packages

Services provided for Barossa
Hills Fleurieu Region
Community Health Clients

Claims Management Service

Agency Staff
Agency Staff

TCP Packages/End of Life
Choices Funding

Client Care Support Services

Agency Staff (Catering)
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$ Actual payment

$111,915

$90,270

$67,800

$59,940

$55,839

$52,078

$46,920

$46,392

$44,955

$37,967

$36,188

$35,791

$35,301

$31,953

$30,688
$29,763

$29,381
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Contractors

Susan Cash

Rosemary Decker

Villas on the Bay,
Kingscote

Sharon Cole
Michael Beckoff
Leeanne Mcleod

Suzanne Henley

Andrew Chilver
FBE Pty Lyd

Sonia Schutz.

McArthur Management
Services (SA) Pty Ltd

Catherine King
Kapunda Tourist Park
Martin Zhang

Jillian Rendell

Yvonne Barnett

Yellow Door Care Pty Ltd

Strathalbyn Care @
Home

SEM Traffic Control Pty
Ltd

Purpose

Services provided for BHFR
Community Health Clients

Services provided for BHFR
Community Health Clients

Accommodation (Mental Health

Nurses)

Domestic Assistance, Personal

Care & Social Support
Clinical Advisor Position

Services provided for BHF
Clients

Personal Care
IT Scientist

Provision of Biomedical
Technician

Clinical Leads Meetings
Agency Staff

Clinical Nurse

Agency Staff Accommodation
Medical Scientist

Return to Work Consultancy

Services provided for BHFR
Community Health Clients

Agency Staff

Care Provision

Traffic Control
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$ Actual payment

$28,732

$26,192

$22,636

$20,210
$18,444
$18,305

$17,519

$16,223
$15,357
$14,618
$14,088

$12,844
$12,500
$12,246
$12,000

$11,620
$11,538

$11,509

$11,381
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Contractors

Acacia Apartments Pty
Ltd

Cileen Phay

Purpose

Accommodation (Mental Health

Nurses)
Medical

Total

Scientist

$ Actual payment
$10,848

$10,204
$5,297,801

Data for previous years is available at: https://data.sa.qov.au/data/dataset/barossa-
hills-fleurieu-local-health-network-bhflhn

The details of South Australian Government-awarded contracts for goods, services,
and works are displayed on the SA Tenders and Contracts website. View the agency

list of contracts.

The website also provides details of across government contracts.
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Risk management
Risk and audit at a glance

BHFLHN has an established Audit and Risk Committee (ARC) with an independent
Chair, reporting to the Governing Board to assist the Board in fulfilling its
responsibilities regarding risk management, audit and assurance.

The ARC meets quarterly and receives regular risk reports from BHFLHN as well as
reports resulting from audits conducted by the Auditor-General's office, Department
for Health and Wellbeing (DHW), and internally by the Rural Support Service (RSS).

Following development of its Risk Appetite Statement, endorsed by the Governing
Board in November 2020, BHFLHN finalised its Risk Management Framework. The
Framework is consistent with the DHW Risk Management Policy Directive, providing
specific guidance on context, identification, analysis, evaluation, treatment,
monitoring and communication of risk.

Fraud detected in the agency

Category/nature of fraud Number of instances

Nil.

NB: Fraud reported includes actual and reasonably suspected incidents of fraud.
Strategies implemented to control and prevent fraud

BHFLHN Local Health Network processes implemented to help control and prevent
fraud include the following:

e Audit and Risk Committee providing advice directly to the Governing Board about
any instances of fraud reported to the Independent Commission Against
Corruption and to the Department for Health and Wellbeing’s Risk and Audits
Branch.

e Internally, organisational finances are reviewed monthly by the Performance
Committee chaired by the Executive Director Finance Services.

e The Corporate Governance Committee chaired by the Director Corporate
Services reviews outstanding debts and debt write-offs on a monthly basis.

e An annual Financial Controls Self-Assessment is undertaken to ensure that
controls are in place to avoid fraud.

e An Annual Declaration of Interests Procedure and registers exist to monitor any
conflicts of interest.

Data for previous years is available at: https://data.sa.gov.au/data/dataset/barossa-
hills-fleurieu-local-health-network-bhflhn
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Public interest disclosure

Number of occasions on which public interest information has been disclosed to a
responsible officer of the agency under the Public Interest Disclosure Act 2018:

0

Data for previous years is available at: https://data.sa.gov.au/data/dataset/barossa-
hills-fleurieu-local-health-network-bhflhn

Note: Disclosure of public interest information was previously reported under the Whistleblowers
Protection Act 1993 and repealed by the Public Interest Disclosure Act 2018 on 1/7/2019.
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Reporting required under any other act or regulation

Act or Regulation Requirement

Nil.

Reporting required under the Carers’ Recognition Act 2005

BHFLHN is continuing to work towards their Consumer Engagement Strategy
involving all aspects of the health service, including aged care services.

While respecting consumer choice, carers are provided a choice in the caring
capacity in all health services. They are regularly involved in case conferences
regarding a consumer to operate as an advocate, contributing to the individual's
health and well-being. Health services in BHFLHN respect the level of involvement of
the next of kin or ‘carer’. Where issues are identified support is gained from various
services to ensure the carer’s health and well-being is also acknowledged and
catered for. An example of this is the availability of respite services within the aged
care environment allowing the carer rest, while their loved one is receiving the care
they require.

Information provided to carers is easy to read and understand making it possible for
consultation when informed care decisions are required. All health care sites ensure
support when requiring access to external providers to assist with care provision or
advocacy.

Where the carer of a consumer identifies as an Aboriginal person or Torres

Strait Islander, resources are allocated to ensure the consumers of the health service
feel culturally safe. Resources available include the Aboriginal Health Team and
community health services. Staff are provided with culturally safe health care
provision which is mandatory, ensuring they are aware of issues that Aboriginal or
Torres Strait Islander people may encounter when accessing health services in
BHFLHN ensuring appropriate recognition and response.

BHFLHN is particularly interested in their health care environments and how
consumers and their carers interact with our spaces. Dementia Support Australia
resources have been gathered to audit all facilities to ensure they become ‘Dementia
friendly’, while also ensuring our health services are culturally safe for all.

Ensuring all that are involved in the health service are able to reach their full
potential to contribute to community and feel valued as an individual is of vital
importance to BHFLHN.

BHFLHN has a staff orientation and induction program and a mandatory staff training
program that ensures staff are educated about the Carers Charter.

BHFLHN has a comprehensive consumer engagement strategy and regularly
consults with Health Advisory Councils and other representative groups when
developing policies and programs that affect consumers or carers when undertaking
strategic or operational planning.

BHFLHN actively encourages consumer and carer engagement in our health
services and actively seeks feedback from consumers and carers about the services
that we provide.
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Public complaints

Number of public complaints reported

Complaint
categories

Professional
behaviour

Professional
behaviour

Professional
behaviour

Communication

Communication

Service
delivery

Service
delivery

Service
delivery

Policy

Policy

Service quality

Sub-
categories

Staff attitude

Staff
competency

Staff knowledge
Communication
quality

Confidentiality

Systems/techno
logy

Access to
services

Process

Policy
application

Policy content

Information

Example

Failure to demonstrate values
such as empathy, respect,
fairness, courtesy, extra mile;
cultural competency

Failure to action service
request; poorly informed
decisions; incorrect or
incomplete service provided
Lack of service specific
knowledge; incomplete or out-
of-date knowledge

Inadequate, delayed or absent
communication with customer

Customer’s confidentiality or
privacy not respected;
information shared incorrectly
System offline; inaccessible to
customer; incorrect

result/information provided; poor

system design
Service difficult to find; location
poor; facilities/ environment

poor standard; not accessible to

customers with disabilities
Processing error; incorrect
process used; delay in
processing application; process
not customer responsive
Incorrect policy interpretation;
incorrect policy applied;
conflicting policy advice given
Policy content difficult to
understand; policy
unreasonable or disadvantages
customer

Incorrect, incomplete, outdated

or inadequate information; not fit

for purpose
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Complaint
categories

Service quality

Service quality

Service quality

Service quality

No case to
answer

Treatment

Cost

Corporate
Services

Grievances

Sub-
categories

Access to
information

Timeliness

Safety

Service
responsiveness

No case to
answer

Example

Information difficult to
understand, hard to find or
difficult to use; not plain English
Lack of staff punctuality;
excessive waiting times (outside
of service standard); timelines
not met

Maintenance; personal or family
safety; duty of care not shown;
poor security service/ premises;
poor cleanliness

Service design doesn’'t meet
customer needs; poor service fit
with customer expectations
Third party; customer
misunderstanding; redirected to
another agency; insufficient
information to investigate
Coordination of treatment;
Inadequate treatment

Billing practices; Govt. subsidies

Administrative services; lost
property

Patient Behaviour

Total

. BHFLHN data includes RSS and Rural and Remote Mental Health Service

Additional Metrics

Number of positive feedback comments
Number of negative feedback comments
Total number of feedback comments

% complaints resolved within policy timeframes

Total
720
355

1,115

81.68%

Number of
Complaints

2020-21

0

29

13

49

110

16

17

355

. BHFLHN data includes Rural Support Service and Ruraland Remote Mental Health Service and BHFLHN
Community Mental Health.
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Data for previous years is available at: https://data.sa.gov.au/data/dataset/barossa-
hills-fleurieu-local-health-network-bhflhn

Service Improvements

Improvements that have occurred following 2020/21 complaints or consumer

suggestions include:

e All communication Bulletins now go to all BHFLHN Health Advisory Council
(HAC) members.

e All HAC members are invited to participate in All Staff Forums.

e Redesign of the quarterly HAC Performance Report.

e Consumer chaired quarterly HAC Presiding Members forums.

e Membership of Tier 1 Consumer and Community Engagement Committee
includes a HAC Presiding Member.

e Consumer reviewed HAC Induction Booklet update.

e Consumer reviewed NDIS Consent Form.

e Development of the BHFLHN Consumer and Community Engagement Activity
Reqister.

¢ Commencement of the Happy or Not feedback system.

e Improvement around closing the loop with consumer feedback. Getting back to
the consumer with what we have done with their feedback.

e Improvement with ATSI engagement with the development of Yarning Circles.

e Using CCTV in aged care settings for improving quality and safety.

¢ Review of COVID-19 Concierge services at sites to reduce confusion for
visitors.

e Gawler —vending machines installed following closure of kiosk.

e Community Health — dementia specific training arranged for care staff working
in the community.

e« Community Health - client communication process improved (eg increase in
message bank lines) following several complaints from clients unable to get
through to speak to someone.

e Mount Barker — early pregnancy loss education for staff.

Compliance Statement

Barossa Hills Fleurieu Local Health Network is compliant with Y
Premier and Cabinet Circular 039 — complaint management in the
South Australian public sector

Barossa Hills Fleurieu Local Health Network has communicated the |Y
content of PC 039 and the agency’s related complaints policies and
procedures to employees.
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Appendix:

Appendix A — Audited Financial Statements 2020-21
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