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Introduction
This document outlines IPC Health’s performance over the 2017/2018 financial 
year. It meets our obligation under Sections 314 and 315 of the Corporations Act 
and the 2017–18 Victorian Health Policy and funding guidelines and the Victorian 
Quality Account Reporting Guidelines 2017-18 by Safer Care Victoria and 
provides information on our performance against our Strategic Vision and  
against quality indicators and standards.  

This Annual Report / Quality Account 2017/2018 is available on IPC Health’s 
website www.ipchealth.com.au. You can request a copy by contacting our 
Customer Services Team on 03 9219 7142 or email: ipchealth@ipchealth.com.au
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Diversity
We acknowledge the Traditional Owners of the land on which 
we work, the people of the Kulin Nation and pay respect to 
their Elders, past, present and emerging. We value the diversity 
and strength of our people and communities. 
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Message from the Chair - Trish McCluskey

  
It is with pleasure that I contribute to this Annual 
Report & Quality Account 2017/2018 and 
acknowledge the work of our Board. It’s been 
another year of transformation and progress as we 
continue to embed IPC Health as part of the fabric 
and future of the diverse communities in which we 
serve to reach those most in need.

The image below was taken at our official  
opening in 1974 when we were known as the ‘Deer 
Park Community Health Services Society’. This year, 

2018, marks the 20th anniversary since our existing 
Company was formed as part of an amalgamation of 
community health organisations across the western 
suburbs of Melbourne.

We’ve certainly come a long way and we’re proud 
to be working with a wide range of dedicated caring 
individuals and organisations including our government 
partners, acute health providers, other community 
health organisations; our community representatives 
and corporate partners. 

In the last 20 years we estimate we have served over 
600,000 clients, during this time we have grown to 

Deer Park Community Health Services Society Committee Members left to right: Mr Barney Davitt; Mr Wally O’Brien; Mr Allen 
Weinstock; Mr Domenic Andreaccio (Secretary); Mr Kevin Flint; Mrs Beatrice Read; The Minister for Health – Dr D. Everingham; 
Mrs Helen Gration; Mr Denis O’Toole (Chair); Mr John Sporry.

IPC Health Board Members left to right: Jenny McMahon; Peter Gluskie: Sanela Osmic; Meredith Swaby; George Kogios;  
Trish McCluskey (Chair); John Hedditch (Deputy Chair); Alex Johnstone (CEO); Rennis Witham; Daryl Whitfort.

operating over six sites which are well positioned to 
deliver quality and safe services to the people who  
need it most.

This year marks another productive year. We conducted 
a Board Effectiveness Survey and based on the 
collective feedback we have put in place governance 
improvement plans; we’ve held strategic workshops 
to map the future of our organisation; reviewed our 
strategic risks; appointed an outsourced Company 
Secretary; and attended many events and functions to 
raise the profile and awareness of IPC Health within  
the community.

Earlier in the year the Board agreed to advocate for  
and publicly support the Yes! vote for Marriage  
Equality and reviewed our internal Diversity Policy.  

As IPC Health enters Year 3 of Strategic Directions – 
Predicting and Meeting Demand, we will continue our 
community profiling to determine the best mix  
of services and optimum locations; define our network 
of partners and supporters; assess new and existing 
investment in services, including sustainable revenues; 
continue to engage with communicate and build our 
profile in our communities; and better match supply  
and demand, especially for high-utilisation services in  
line with population health priorities.

I’d like to personally thank all our staff who work 
diligently to support and deliver services to our many 

clients. Your commitment to providing quality care is 
demonstrated in our great results in experience surveys 
feedback and through the Accreditation process. I 
would also like to thank the CEO and Management 
team. I am honoured to be Chair of the Board and 
proud to be part of the team to deliver another great 
year for IPC Health as we continue to move towards a 
sustainable future.

We are delighted with the results for the 2017/18 
financial year. Please refer to the Director’s Report on 
pages 49 to 71 for more information.

This year, 2018, marks the 20th 
anniversary since our existing 
company was formed as part of  
an amalgamation of community 
health organisations across the 
western suburbs of Melbourne.

Chair of the IPC Health Board, Trish McCluskey 
and the Honorable Jill Hennessy MP, Minister  
for Health.
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Our Vision
To make the highest quality primary health care accessible to all who need it.

Our Values
• Respect
• Responsiveness
• Fairness
• Creativity
• Quality
• Connectedness

Our Purpose
IPC Health is a community owned health service which exists so that: 

Our Role
IPC Health’s role in achieving its purpose: 

Acknowledging the need to be at the forefront of health promotion, we will also focus attention on the 
determinants of health and associated risk factors and behaviours, such as, physical inactivity, family violence, 
and alcohol and drug consumption. These will be addressed through our collaborative efforts with our partners 
including local government authorities in support of their Health and Wellbeing Plans.

IPC Health fundamentally believes that communities are healthiest, and burden and demand on a health 
system is lowest when it can help to:
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Where we operate and principle sites

Wyndham

Melton

Hobsons
Bay

Brimbank

Hume

Moonee
Valley

Mariby-
rnong

Melbourne

IPC Health operates from six 
principle sites located across 
Western Metro Melbourne.
Many of our clients come from the 
surrounding areas. We also deliver 
some outreach services meaning 
we take health care and support 
services to people in their  
own homes.

8 9



CEO Report - Alex Johnstone

Introduction
I would like to take this opportunity to thank all our  
staff and volunteers for their contribution towards 
improving and promoting community health. The 
success of our organisation is built on efforts of 
our employees and in this past year, we have many 
achievements to celebrate. We couldn’t have done any 
of this without their dedication. I’d like to thank everyone  
for their contribution to another productive and 
successful year.

Over the last 2 years we have re-established relationships 
across the community health sector, improved our 
internal processes and built strong foundations to 
ensure the sustainability of IPC Health. We’ve developed 
our capacity through working with government, other 
funders and partners to address the burgeoning health 
needs and demand in Melbourne’s West.

As demonstrated in the Department of Health and 
Human Services’ Client Experience Survey, clients rate 
their overall experience of the care received at IPC 
Health as 95% positive. This result can be attributed to 
our staff who continue to deliver quality health care to 
achieve better health outcomes for our clients. 

IPC Health aims to ensure we deliver health care in a 
positive and welcoming environment. Thanks to our 
new Customer Feedback System, we regularly collect 
feedback to continually improve the delivery of our 
services and the client experience. The online system 
is hosted on an iPad positioned near the reception exit 
point to encourage clients to provide feedback upon 
leaving. See opposite - more information available on 
page 34. 

Our reputation as a provider of community  
health services to those most in need has been  
growing steadily. 

Leadership 
I have been engaging with local MPs, Commonwealth 
and State government representatives to advocate  
for additional resourcing support given the exponential 
population growth in Melbourne’s West and the 
expanding need for community health services  
and support.

We have also been working in partnership with other 
organisations to participate in coalition and alliance 
formation in advocacy for better health in the West  
such as the Preventing Violence Together Western 
Alliance; West Metro Alliance; Lead West Advocacy; 
Better Health Plan for The West; Victorian Health 
Association Advocacy; Hobsons Bay Leadership 
Coalition; St Albans Health and Wellbeing Hub; Global 
Green and Healthy Hospitals; Western Bulldogs 
Community Foundation; and the Sunshine Health 
Education and Wellbeing Precinct.

Working together, the Executive Team has been 
successful in attracting additional funding and resources 
for new and improved services through submitting for 
tenders, often in partnership with organisations.

During the year we have held Staff Forums – an 
opportunity for staff to give feedback to the EMT on 
how IPC Health is tracking and to share their opinion on 
the future of IPC Health, the challenges of the changing 
community health sector and improving the client and 
staff experience.

Operations
IPC Health Strategic Directions 2017 – 2019 outlines 
a clear vision and direction for the organisation. 
The measures of success – (or how we judge our 
performance) are:
• Care that is valued;
• A positive reputation;
• Sound operations; and
• An effective and viable business.
We also explored new models of delivery, promotion 
and engagement to support innovation, business 
improvement and risk mitigation. This year we have 
implemented a number of improvements:
•  Working with government and other funders on 

the development of new service and infrastructure 
models to secure $1m of additional funding;

•  Investing in clinical and information systems and 
digital delivery platforms such as Best Practice, Staff 
Intranet (i-Net), social media, online booking system 
and Client Feedback System (CFS);

•  Developing existing, and attracting new, high-
performing and high-productivity staff, particularly  
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Capital Projects for the year included:
-  Renovation and remodelling of St Albans campus 

including:

 • Child safe play area at reception;
 •  Refurbished counselling rooms with adjoining 

children’s play area;
 • Redesigned and refurbished staff area;
 •  Replacement air conditioning and outdoor 

improvements.
-  Implementation of solar-powered pylon signage 

across six campus sites;
-  Car park improvements at Deer Park and Hoppers 

Crossing;
- Updated and branded car fleet.

Service Delivery Improvements for the year included:
-  Establishment of the Child Dental Benefits 

Scheme at IPC Health dental sites to reach an 
additional 3,300 children;

- Introduction of online medical appointments;
-  Implementation of Winter Demand Strategy in 

medical clinics for clients;

-  Introduction of Platinum FM for facilities and 
maintenance management;

-  Introduction of social media platforms ie IPC 
Health FaceBook page; 

-  Review of cleaning contract and deep cleaning  
for all campuses;

-  Implementation of the Customer Feedback 
System for regular information to improve the 
client experience and monitor our Net  
Promoter Score.

Improvements for our staff over the year included:
-  Implementation of the IPC Health and Wellbeing 

Plan for staff;

-  Introduction of online car fleet booking system 
and electronic room bookings;

- Completion of the Culture Survey;

-  Launch of the Reward and Recognition Program - 
Moments.

in our medical and dental clinics which has resulted 
in these areas now operating at a sustainable level;

•  Improving profitability of services by identifying 
alternative and additional revenue sources such 
as the Child Dental Benefits Scheme (CDBS) and 
cost reductions through streamlined procurement 
management;

•  Demonstrating and communicating service value, 
outcomes and quality.

IPC Health is committed to improving both clinical 
practice and delivering innovative health care solutions 
to our clients and community. Several disciplines 
have introduced new and innovative services to our 
programs. IPC Health is growing its capacity and 
capabilities to provide more services to clients in  
the West.
Physiotherapy - IPC Health 
Physiotherapy has implemented a 
Temporomandibular Joint Disorder 
service at the St Albans, Deer Park and 
Hoppers Crossing campuses for patients 
experiencing dysfunctions of the jaw. 
Currently, IPC Health is the only public 
service within metropolitan Melbourne 
which offers this service.
Cardiac Rehabilitation - our Cardiac 
Rehabilitation team has implemented 
a questionnaire and enlisted the help 
of an Allied Health Assistant to provide 
additional monitoring and support for 
clients struggling with recovery and self 
management. Staff allocate more time 

to follow-up and track client progress and advise on 
strategies to improve individual health to meet  
client needs.

Client Experience and Facility Improvements
We have installed new solar powered signage  
pylons, wall panels at our campuses and branded 
our car fleet, improving our identity, way finding and 
building awareness.

Feedback from a service delivery staff member:  
‘When I drive the IPC Health branded car I feel a sense 
of pride. I also noticed that I am treated with respect on 
the road.’

During the year we have held Staff 
Forums – an opportunity for staff 
to give feedback to the EMT on 
how IPC Health is tracking and to 
share their opinion on the future of 
IPC Health, the challenges of the 
changing community health sector 
and improving the client and staff 
experience.

Left to right: Jason Hodge, General Manager Operations; Grant Summers, Chief Financial Officer; Alex Johnstone, Chief 
Executive Officer; Garry Dickie, Director of Programs and Corporate Services; Jayne Nelson, Chief Strategy, Business 
Development and Communications; Michelle Dervan, Chief People and Culture Officer. For more information on our 
Executive Management Team, visit: www.ipchealth.com.au/our-board-and-executive-team/
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can now make medical appointments with the doctor 
of their choice through the IPC Health website. We 
will continue to roll out online appointments across 
campuses where possible to improve the  
client experience.

Since the launch of our IPC Health Facebook page in 
February 2018 are we engaging with our current and 
potential clients through social media. We continue to 
develop our website to make it more client focused 
and user friendly and improve our staff experience by 
implementing improved systems for car fleet and  
room bookings. IPC Health is in the process of 
digitising health records.

IT and Cyber Security

IPC Health is at the forefront of the community health 
sector when it comes to cyber security. After an 
external review earlier in the year, IPC Health put a 
number of measures in place to ensure the security 
of client information. After a recent audit by the 
Department of Human and Health Services, IPC Health 
has been commended for their efforts and praised for 
having some of the best cyber security protocols in the 
sector stating ‘IPC Health is one of the best Community 
Health centres they have seen’ when it comes to cyber 
security and protecting client information.

IPC Health is currently developing an IT roadmap and 
detailed ICT strategy.

Risk and Compliance 

IPC Health was assessed against the Quality 
Improvement Council (QIC) 1 - 3, National Safety and 
Quality in Healthcare Standards 1 - 3 and the Human 
Services Standards 1 – 4 and kept full accreditation 
status for all standards. The overall findings: IPC 
Health is progressing satisfactorily against the quality 
improvement plan and committed to building strong 
foundations for further improvement and building 
relationships with the service delivery region. 

Business Development and Community 
Engagement

Earlier this year we developed a social media strategy 
and policy then commenced an IPC Health Facebook 
page. So far we have over 238 followers and 229 likes 
for our Facebook page. 

The IPC Health website continues to improve as we 
work with clients and community to make it more  
client focused and user friendly. We recently 
implemented online medical appointments and have 
started to more proactively promote our services 
through Google Business.

Each year we submit tender applications to various 
funding bodies for projects aimed at improving our 
service to the community.

We were successful in receiving a Commonwealth Bank  
Centenary Grant for $10,000 recognising our services 
to the community. 

We have also commenced a Social Prescribing project 
with partners through the Brimbank Collaboration - 
North Western Melbourne Primary Health Network 
(NWMPHN), Brimbank City Council, and the Australian 
Population Health Policy team from Victoria University.

Community engagement and development projects

Multi-Disciplinary Centre – Community Health Nurse 
actively involved in a family violence help centre  
in Wyndham;

Young Leaders of the West – prevention of youth 
problem gambling through a co-designed campaign to 
build awareness and reduce stigma around getting help;

Get your Hands on Wyndham – community mural for 
the cement pylon at Wyndham Vale campus;

Active Brimbank – engaging community groups to get 
active and eat well;

GPs in Schools – Manor Lakes College Wyndham;

Smiles For Miles – multiple kindergarten dental 
improvement programs in Melbourne’s West;

Rainbow Inclusion – ensuring IPC Health provides high 
quality, welcoming, safe, supportive and inclusive health 
services to the LGBTI community;

In-house Pharmacist – Pharmacist deployed to GP 
Services Deer Park;

Quality, Safety and Standards

-  All Accreditation standards successfully met 
including the National Safety and Quality Health 
Service Standards and accreditation under the  
Royal Australian College of General Practitioners  
at Wyndham Vale;

- Full compliance with Child Safe Standards.

People and Culture

In 2018, People and Culture reviewed staff rewards 
and recognition in consultation with staff. The result is 
a new program – Moments. Staff are encouraged to 
nominate an outstanding performer every month for 
the inspirational work they have achieved aligned with 
six new categories. The Top 3 nominees throughout  
the year are selected and considered for the CEO 
Award, presented at the Annual General Meeting. 

The Workplace Gender Equality Agency’s benchmark 
analysis report shows more women are in key 
management, executive and senior management 
positions at IPC Health than the comparative group  
and the gender composition of managerial promotions 
is 50:50. 

Digital transformation is at the core of a changing 
workplace and evolving people practices. Over the past 
year, the People and Culture team have been striving 
towards bringing our people processes into the digital 

age. In May 2018, the team achieved digitalisation 
for candidates of the entire employee cycle from 
recruitment all the way to departure.  

These digital transformations have significantly 
improved our environmental sustainability; automated 
tasks for improved efficiency; changed our peoples’ 
approach to work, streamlined manual tasks through 
technology; and improved data analytics capability 
allowing us to make informed, predictive decisions.

Recently our staff participated in a culture survey with 
the results positive in a number of areas. There will be  
a number of actions as a result to ensure we continue to 
improve the staff experience. More information about 
the staff culture survey can be found on page 40. 

Wyndham Vale Open Day

IPC Health held an Open Day at the Wyndham Vale GP 
Super Clinic on Saturday 24 February to showcase and 
promote our health services to the local community. 
It was a wonderful day with a great vibe. We estimate 
that we had around 150 people come through, with kids 
and their parents participating in activities and getting 
information about our services.  

Digital Health

IPC Health launched online appointments for our 
Wyndham Vale and Deer Park GP Services. Clients 

Left to Right: Lee Bouakeo, Manager of Commonwealth 
Bank Keilor Downs; Alex Johnstone, CEO IPC Health; Rennis 
Witham, IPC Health Board Director; Devki Gounder, Manager 
of Calder Area Commonwealth Bank;  Kathy Lim, Manager  
St Albans Commonwealth Bank.
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Finance and Sustainability

The enclosed Financial Report for IPC Health Ltd 
presented by the Directors for the financial year  
ended June 30 2018 shows that IPC Health generated  
a $328k surplus. 

Good financial management with a focus on efficiency, 
and success on generating new income means IPC 
Health continues to improve its financial position.

GP Services has been a key area of focus over the last 
two years. We can report that IPC Health now has a GP 
model that is financially stable. We have constructed a 
cost to serve model,  commenced and internal audit on 
all services and a medium term financial plan to guide 
the organisation for future planning.

IPC Health continues to work towards reducing the 
organisation’s carbon footprint. While there is more 
to do, we have consolidated our locations, reduced 
our use of utilities and upgraded buildings for better 
insulation. We have reduced our car fleet and opted for 
smaller cars where possible, resulting in lower carbon 
emissions. We have been tracking our usage of paper 
and reporting our progress regularly through the staff 
newsletter – Health Insight. See more on page 24. 

Quality Account

IPC Health continues to improve and promote 
community health. See pages 26-48 for information 
regarding the Quality Account for community 
health services.

Alex Johnstone,  
CEO IPC Health

Paisley Park Housing Estate Resident Support – 
increasing resident awareness of health care and  
access to services;

Healthy Kinships on Wathaurong Country –  
providing opportunities for Aboriginal and Torres 
Strait Islander people to reconnect to their culture, 
identity, create a sense of belonging and respectful 
relationships;

Sex, positivity and Rainbow Youth – young people 
create a safe and positive culture in order to  
improve their sexual and mental health;

Preventing Violence Together – supporting non-
violence, non-discriminatory, gender equity; and 
respectful relationships;

Hands on Art – increased engagement, connection  
and co-design with community through engagement 
with creative projects;

Exercise groups - cardio-rehab, physiotherapy and 
Elders Lounge; 

Social Groups - The Knitting Ladies; Deer Park Walkers; 

Living Well Groups – learn to eat, well exercise, and QUIT;

Sons of the West Premiership Season – health and 
wellbeing activities;

A number of our community participants are  
actively engaged, Committee members.

Key Achievements

-1.5

-1.2

-0.9

-0.6

-0.3

0.0

0.3

2014/15 2015/16 2016/17

2017/18

IPC Health Financial Performance 2014 - 2018
(Annual Comprehensive Results)

$ 
M

ill
io

n

at Wyndham Vale 
GP Super Clinic

with other providers, we are 
assisting client attraction & 
retention and providing more 
community support      

with extended opening hours
reaching more people

A sustainable
GP Model

Additional 
community-based 
paediatricians

aimed at younger people 
and families

New services

Emerging child 
& maternal hub

In partnership

to meet the needs of our 
communities

Extending the 
reach of services

of our clients rate their 
overall experience of the 
care they received as positive

95 percent

status for all standards     

Achieved full 
Accreditation

of our service targets
were met

97 percent

of our financial targets
were met

100 percent

from efficiency and productivity;
better asset utilisation; business 
& organisational development

$1,409k savings$1.5m capital 
investment

    Delivered 12 
major projects

    

13 percent more 
patients seen

    

10 percent 
increase in 
productivity
of dental care services

  

available for GP services 
and SMS reminders

Online 
appointmentsin the high risk dental 

caries category
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Our People

Staff Headcount

460

Full-time Equivalent 
Employees

307

Average Age

AGE

Average Service

6 yrs

Our Culture

Organisational Culture - focus on quality and safety 

IPC Health cares about the wellbeing of our staff and 
through physical, emotional, and financial wellbeing 
programs, aims to offer staff further support. To 
determine what such a program might include, IPC 
Health has consulted with all staff.  The Health and 
Wellbeing program was introduced in 2018 and has 
been well received. It includes: discounted or free 
immunisations, discounted private health insurance, 
discounted gym membership, staff professional 
development, flexible working arrangements, paid 

parental leave, a total of $15,000 for health and 
wellbeing activities and information sessions. 

The staff reward and recognition program recognises 
the great work achieved within the organisation. 
Eleanor (Elly) Hutcheon, IPC Health psychologist 
was the winner of the 2017 Annual IPC Health Staff 
Award nominated by multiple teams for her strong 
work ethic, and going above and beyond to deliver 
exceptional care. Elly builds great connections with 
clients and here she is pictured with the three youngest 
daughters of a mother she assisted when first arriving in 
Australia.

The Culture Survey was launched in 2018 and closed 
with 58% of staff completing the survey.  See more on 
page 40.

Cross-discipline learning  

On 18 April a group of 24 Physiotherapists, Podiatrists, 
Allied Health Assistants and an Exercise Physiologist 
attended a multidisciplinary presentation by Ann Le 
(Physiotherapist) at our Deer Park campus. This was the 
first of its kind for the Physiotherapists and Podiatrists 
and stemmed from the huge overlap of clients in these 
services. The teams discussed the most effective  
means of managing shared clients based on ever-
changing research. 

Award Winning Nurse

Deer Park Nurse Danielle Siler has received the 
2017 Graduate Primary Care Nursing Student award 
graduating with First Class Honours. Danielle enrolled in 
the Graduate Diploma in Primary Care Nursing in order 
to work towards her long term goal of becoming a 
Nurse Practitioner in General Practice. Elly Hutcheon with clients - winner of the 2017 Annual IPC 

Health Staff Award

Workforce

Of all of our staff 54% 
are part-time workers.

*of the staff that responded to the Culture Survey who partly agreed, agreed and strongly agreed.

85% 15% 42

of staff are engaged* of staff look forward to 
coming to work everyday*

of staff are Proud to  
work at IPC Health*

63% 73%69%
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Danielle is a passionate advocate for Primary Care 
Nursing and is a leader and mentor to nursing 
colleagues using her skills and advanced knowledge 
to care for patients with complex and diverse 
needs. Danielle also enjoys being a preceptor to 
undergraduate nursing students during placement at 
IPC Health.    
 
Award for Excellence in Clinical Education 

Paediatric Speech Pathologists from the Child Health 
Team (Allied Health) regularly supervise students on 
their clinical placements for the Master of Speech 
Pathology from a range of universities (e.g. Australian 
Catholic Education, LaTrobe University and The 
University of Melbourne).

In November 2017 The University of Melbourne 
announced the inaugural nominations for the Speech 
Pathology Clinical Educator Awards.  It was an honour 
for two speech pathologists from the IPC Child Health 
Team to be nominated amongst the 30 nominees from 
a variety of paediatric and adult service providers in 
recognition of excellence in clinical supervision  
and teaching.

Fiona Chrispijn (on the left): Novice level placement (Hoppers 
Crossing Campus), Alison King (on the right): Intermediate 
level placement (Sunshine Campus)

Students at IPC Health   

  IPC Health continues its long tradition of giving 
students the opportunity of real experience  
from all Medical, Nursing and Allied Health 
disciplines from Universities from across  
Victoria and Australia. 

  Many students from Victoria University 
undertake professional placement with IPC 
Health. Our Physiotherapy department has been 
in partnership with both Melbourne University 
and La Trobe University for many years. David 
Grubesic and Leea Maeda have been leading 
the Physiotherapy supervision of undergraduate 
students undertaking their challenging chronic 
disease placement.

  Final year Melbourne University student 
Ashley Jones, pictured, had no experience in 
Community Health prior to her time at IPC 
Health and said at the end of her placement: ‘I 
have learnt a lot, especially about Community 
Health, and have been inspired by the fantastic 
Physiotherapy team here at IPC Health.’

  The patient assessed and treated by Ashley 
pictured below said 

‘IPC Health Physio has always 
looked after me and I don’t 
know where I would be 
without the wonderful team.
Ashley will make a wonderful 
Physiotherapist in years  
to come.’

Our Volunteers
Knitting ladies raise funds for IPC Health

Mary Delilah won first prize for her knitting at the  
Royal Launceston Show when she was 10 years old  
and she is still a craft expert at 88 years. She is one of  
a group of 25 ladies that meet every Wednesday 
morning at IPC Health’s Deer Park campus for knitting,  
a cuppa and a chat. The group has been running for  
36 years and they raise funds for IPC Health with their 
craft projects.

The knitting group are all Brimbank residents, some are 
(former) clients and their ages range from 58 to  
88 years. They knit, crochet and sew rugs, toys, (baby)  

 
jumpers, scarfs, coat hangers and more and all items 
are for sale in the display cabinets in the at reception at 
IPC Health Deer Park. The funds raised goes towards 
additional equipment.

They meet for knitting and other crafts at IPC Health, 
but members also see each other at bingo, Morning 
Melodies and a walking group, which has also been 
going 36 years.

They are a friendly, happy, multicultural group that are 
obsessed with wool, teach and support each other and 
love to chat. We thank them for their generosity.

Danielle Siler 
recipient of the 
2017 Graduate 
Primary Care 
Nursing Student 
Award at the 
University  
of Melbourne.

20 21



Our PartnersLocalised response
IPC Health has created localised service responses  
in line with each Local Government Areas (LGA)  
core characteristics, population health needs and  
service priorities. 
Some examples of the achievements and projects for 
each LGA include:

Brimbank: 

•  Young Leaders of the West – prevention of youth 
problem gambling; co-design; reducing the stigma of 
getting help;

•  Active Brimbank – engaging community groups to 
get active and eat well;

•  Men’s Health Day;
•  In-house Pharmacist – Pharmacist deployed to GP 

Services Deer Park;

Hobson’s Bay: 

•  Community Health Nurse at the Newport Hub;

•  Paisley Park Estate Resident Support Project –
working towards increased mental health, and health 
related support for residents of Paisley Park Estate;

Wyndham: 

•  GP Super Clinic – potential hub for child and 
maternal health and refugee health;

•  Elders Community Lounge - a culturally appropriate 
safe place for Aboriginal and Torres Strait  
Islander community; 

•  Family Open Day; 
•  Hands on Art – increase engagement and  

connection of community to IPC Health through 
creative projects;

•  GPs in schools – Manor Lakes College Wyndham 

•  Healthy Kinships in Wathaurong Country – 
providing opportunities for Aboriginal and Torres 
Strait Islander people to reconnect to their culture, 
identity, and community.

IPC Health works with our LGAs and participates in 
the Better Health Plan for the West (BHP4W) which 
is a partnership between health and government 
organisations focused on delivering better health and 
improved wellbeing with people and communities 
in Melbourne’s West. Partners include hospitals and 
integrated health services, primary and community health 
services and regional and representative organisations, 
as well as local government authorities.

BHP4W has provided a collective platform for advocacy 
and generated significant profile as a flagship alliance. 
It has given individual organisations a common point of 
reference and facilitated regional projects. The BHP4W 
provides a basis for partners to achieve more together 
than they can alone. 

IPC Health shares a common agenda with BHP4W 
partners to collectively achieve improvements in the 
health and wellbeing of people living in Melbourne’s 
West. This is undertaken through a joint approach which 
recognises three complementary platforms for action, 
including a focus on:

•  effective prevention and health promotion;
•  an equitable, accessible, integrated and high quality
•  service system; and
•  appropriate health infrastructure and  

workforce planning.

IPC Health shares the Principle Areas of Focus with the 
BHP4W partners:
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Environmental Performance
IPC Health is committed to reducing the organisation’s 
carbon footprint. While there is still more work for 
us to do, we have begun the journey of mindfulness 
regarding the use of utilities, the size of our car fleet 

and moving towards paperless meetings. Utility usage 
increased in 2017/18 partly due to the major upgrades 
of our facilities. However, the efficient use of our car 
fleet means we were able to reduce carbon emissions.
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Quality Account
The following quality and safety areas are highlighted in 
this quality account: 

 1. State-wide plans and statutory requirements

 2. Consumer, carer and community participation 

 3. Quality and safety

 4. Comprehensive care

IPC Health is committed to the safety, quality of care 
and continuous improvement of all services provided. 
This can be demonstrated through the following 
examples of: 

• Aboriginal Health

•  Lesbian, gay, bisexual, transgender and intersex 
communities (LGBTI)

•  Family violence

•  Child Safe Standards  

Aboriginal Health

Reduced pharmaceutical costs for ATSI clients  
IPC Health’s General Practitioners across Deer Park, 
Wyndham Vale and Hoppers Crossing are now 
registered for Closing the Gap, an Indigenous Health 
Incentive scheme which forms part of the Department 
of Health’s Practice Incentives Program (PIP). This way 
we are offering Aboriginal and/or Torres Strait Islander 
clients free or significantly reduced pharmaceutical 
costs, tailored health assessments, care plans, reviews 
and follow up care options.  

Closing the Gap registration specifically caters for 
Aboriginal and/or Torres Strait Islander clients who 
are over 15 years and have a chronic illness, however 
anyone who identifies as either can be registered under 
the scheme for the PBS Co-payment. 

As part of IPC Health’s requirements for registration, 
a GP and a clinical representative from each clinic 
were required to attend cultural awareness training 
offered by an accredited body. The GP clinics are also 
displaying culturally appropriate signage in the campus 
waiting rooms and their consulting rooms, welcoming 
our Aboriginal and Torres Strait Islanders communities, 
encouraging clients to identify and providing a culturally 
safe space. 

Elders Lounge
The Elders Community Lounge at IPC Health’s 
Wyndham Vale campus is a culturally dedicated safe 
‘drop-in’ space, co-designed with members of the 
Aboriginal and Torres Strait Islander community and 
their families. The overall aim is to provide the space 
and support for Aboriginal and Torres Strait Islander 
health through community engagement, cultural 
connections, primary prevention and access to quality 
community health services.

Since March 2017, 892 visits were recorded. IPC Health 
has collaborated with over 42 partner organisations, 
community groups and businesses to support 
community needs and cultural connections. These 
include the IRAMOO Community Centre, Deadly 

Community Kitchen group, Relationships Australia, 
Wayapa Wuurrk, RWAV, Visiting Optometry Service, 
Diabetes Victoria, Wathaurong Aboriginal Co-operative 
and the Wyndham Aboriginal Community Centre 
Committee. 

IPC Health has hosted 21 culturally enriching activities 
and events at The Lounge that actively engage 
the community, including: NAIDOC Week; National 
Reconciliation Week; Mabo Day celebrations; along 
with various health workshops and Meet and Greets 
between community and health professionals. It is 
evident that these events have cultivated group trust 
and built personal relationships between community 
members; ensuring that The Lounge is a safe space for 
community to talk about themselves, their health needs, 
their culture and their Songlines, which is strengthening 
their cultural connections, sense of identity and overall 
holistic health and wellbeing outcomes. 

Our clients have become more confident in self-
managing their own health care. The result is reduced 
presentations to acute hospitalisation care, improved 
HbA1c levels, all round better health outcomes, 
expanded social connections, engagement  
and participation.

Reconciliation Action Plan

IPC Health Reconciliation Action Plan (RAP)
IPC Health has submitted the first full draft of ‘Reflect’, 
the first stage of our RAP to Reconciliation Action 
Australia in June after extensive community consultation 
and participation which resulted in a visual interpretation 
of IPC Health’s journey – above. We now await the 
feedback from Reconciliation Action Australia to see 
what we need to achieve to progress our journey.

Reconciliation Week / NAIDOC Week events

IPC Health celebrated National Reconciliation Week 
2018 with the launch of the Hands on Art workshops at 
the Elders Community Lounge and all staff were invited 
to attend Short Film Screenings.

For IPC Health, NAIDOC this year was about being 
present in Community. IPC Health representatives and 
the Reconciliation Working Group attended the Hobsons 
Bay Council Flag Raising, the Wyndham City Council 
and Wathaurong Aboriginal Co-operative Flag Raising 
ceremonies with community. 

The community of the Lounge held a NAIDOC BBQ 
at the Lounge. IPC Health ran an activity that explored 

   STATE-WIDE PLANS AND  
STATUTORY REQUIREMENTS   1
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the theme, ‘Because of her, we can’ with guests, about 
respectful gender roles.

Kerry Deverell, IPC Health’s Aboriginal Access Worker, 
represented IPC Health on 2 July at a photography 
exhibition of Aboriginal Women of Brimbank in St 
Albans, run by Brimbank City Council and Western 
Health. Kerry’s and Aunty Marlene’s photos were part  
of the exhibition.

Elders Exercise Group
How one IPC Health exercise group inspired people to 
start their own activity. 

The Elders Lounge Exercise group started in July 2017 
after a positive response to an exercise education 
session provided by our IPC Health physiotherapist 
Rochelle Parks at the Elder’s Lounge Health  
Promotion talks. 

All of the participants suffer from diabetes, 
cardiovascular disease and other chronic health 
issues. The class would also help with falls prevention, 
balance, strength and their overall health and wellbeing.  
The Group runs every Wednesday and includes 
strengthening and aerobic exercises with supervision 
from the physiotherapist. 

 The attendees have made fantastic gains and regularly 
report how good the exercise group makes them feel. 
One of the biggest outcomes from the group is that the 
clients now feel confident to exercise independently. 
The Elders decided that they would start their own 
walking group and are walking regularly at Wyndham 
Vale Reserve oval. 

The Elders mentioned they were grateful for the 
support, motivation and care Rochelle, Alex and other 
IPC Health staff have given them. 

They are still enjoying and loving the exercise. There are 
always happy faces and some good banter within the 
group while exercising. 

Lesbian, Gay, Bisexual, Transgender  
and Intersex (LGBTI) communities

IDAHOBIT celebrations
May 17 is the International Day Against Homophobia, 
Biphobia & Transphobia (IDAHOBIT) and the theme 
this year was “Alliances for Solidarity”. In celebration 
of IDAHOBIT 2018 IPC Health hosted a series of 
Lived Narratives presented by Lesbian, Gay, Bisexual, 
Transgender and Intersex (LGBTI) self-identifying 
guest speakers. At all campuses, staff could hear 
personal stories from a variety of speakers differing 
in ages, ethnicities, religions, sexualities and/or gender 
identities. Speakers talked about their experiences, the 
significance of IDAHOBIT and the need to drive LGBTI 
inclusion in community health services.

LGBTI cultural awareness training
IPC Health provides cultural awareness training to 
all staff. This training focused on understanding the 
LGBTI community and inclusive work practices that are 
culturally appropriate. The training session was delivered 
by the National Institute for Challenging Homophobic 
Education (NICHE).

Midsumma
IPC Health was present at several Midsumma events this 
year. The Midsumma festival is widely regarded as the 
State’s premier LGBTI arts and cultural event. 

In keeping with the Rainbow inclusion initiative of IPC 
Health, Gambler’s Help West participated in this event 
to demonstrate how our services provide high quality, 
welcoming, safe, supportive and inclusive health services 
to members of the Lesbian, Gay, Bisexual, Transgender, 
and Intersex (LGBTI) community. 

Carnival Day is the single largest activity on the festival 
program and attracts more than 100,000 visitors. 
This was Gambler’s Help Services fifteenth year as a 
stallholder, with the 2018 activity planned and delivered 
by a working group comprising Gambler’s Help 
from West, City & Inner North, Eastern and Southern 
catchments. The main objectives for the 2018 event 
were to highlight the concept of harm as it relates to 
gambling and to promote Gambler’s Help (GH) services 
to LGBTI community members. 

The Health Promotion and Community Strengthening 
team provided: sexual health packs, information on IPC 
Health services, youth-specific service information, fruit, 
water and the chance to win prizes for young people 
who participated in surveys on sexual and mental health. 
Youth and Women’s Health Nurse Anne O’Connor 
was also in attendance offering free STI testing and 
information on IPC Health services. 

 Family violence

 Preventing Violence Together

  IPC Health joined other partners in August 2017 at 
the launch of Preventing Violence Together 2030: 
Western Region Strategy to Prevent Violence 
Against Women.  

  Preventing Violence Together is the regional 
partnership and strategy that guides the primary 
prevention of men’s violence against women 
across Melbourne’s west. Established in 2010, it 
was Victoria’s first primary prevention regional 
partnership to prevent violence against women. 

  Preventing Violence Together 2030 seeks to align 
with key state and federal government policy 
frameworks and platforms related to advancing 
gender equality and preventing violence against 
women. Consultation with partners, specialist 
services and communities of interest informed the 
development of the strategy, to ensure it is relevant 
and tailored to the unique needs and context of 
Melbourne’s western region. It includes a variety of 
mutually reinforcing strategies to be implemented 
within partner organisations and in collaboration 
with communities. All actions in the strategy are 
evidence based and work to redress the gendered 
drivers of men’s violence against women. 

  This new regional strategy marks an increased 
commitment across partner organisations to 
undertake the long-term work required to prevent 
and eliminate men’s violence against women. 

   The 2016 Royal Commission into Family Violence 
identified the need for educating the community 
about Family Violence. In partnership with the 
Western Integrated Family Violence Committee, 
IPC Health provided ‘Identifying Family Violence’ 
training in June 2018 for staff who are not directly 
involved in family violence service delivery, but 
who may encounter women and children who are 
experiencing, or at risk of, family violence. 
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Child Safe Standards
IPC Health is committed to a culture of child safety, 
where every person has the right to be treated with 
respect and is safe and protected from harm. IPC 
Health promotes cultural safety for children with 
Aboriginal, culturally and/or linguistically diverse 
backgrounds and encourages children with disability  
to feel safe and to participate equally. 

To meet this commitment IPC Health has assured 
the 7 Child Safe Standards are in place through the 
implementation of the following:

•  Child Safe Policy;

•  Mandatory reporting of child abuse policy;

•  Working with Children check policy;

•  Code of Conduct policy;

 
•  Mandatory staff training of Code of Conduct policy;

•  Appointment of a Child Safety officer role to 
support staff with concerns of child safety issues;

•  Implemented working group to undertake a Child 
Safe Standards  self –audit to develop a quality 
improvement action plan;

•  Implementing counselling rooms which include 
a connected safe child play area so parents can 
undertake counselling while children can play;

•  Implemented a ‘Best Interests Practice Model’, which 
provides a foundation for working with children, 
including the unborn child, young people and 
families. The model also includes principles to inform 
safety and risk assessment; decision making; and 
reflective practice. 

White Ribbon Day 2017
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Integrated Family Services
IPC Health provides Integrated Family Services (IFS) 
by the Victorian Government. The program is aimed at 
responding to vulnerable and at risk children and their 
families. The approach to working with children and 
families is legislated by the following acts:

• Child Wellbeing and Safety Act 2005 

• Children, Youth and Families Act 2005. 

The service is a voluntary assertive outreach service 
that provides casework and in-home support with a 
whole family focus to vulnerable children and families 
experiencing multiple and complex difficulties. IFS  
aim to:

•  Strengthen parent capability to provide basic care, 
ensure safety and promote their child’s development 

•  Improve the family’s community connections and 
access to community.

Entry into the IFS program is via Child FIRST, the Child 
and Family Information, Referral and Support Teams. 
Child FIRST provides a central referral point to a 
range of community-based family services and other 
supports within each of the 24 Child FIRST catchment 
areas across Victoria. The system operates in close 

collaboration with Child Protection Services and the 
complexity of clients allocated through Child FIRST  
can be influenced by demands upon the Child 
Protection system.

To support the effective operation of Child FIRST, 
a number of alliances have been established, the 
membership in each alliance includes:

• Child FIRST lead agency;

• Funded family services agencies;

• Child Protection;

• Aboriginal Services (if available in the area);

• Department of Human Services; and

•  in some cases other non DHS funded partners e.g. 
Local Government.

IPC Health is a partner in two Child FIRST catchments: 
Western Melbourne (led by Anglicare Victoria) and 
Brimbank Melton (led by MacKillop Family Services).

IPC Health maintains a risk register that outlines 
comprehensive controls for family members and staff 
and has protocols in place to minimise identified risks 
associated with our service provision.

The diagram (left) provides a summary of the workflow 
and supports at IPC Health. 

Healthy Mums, Healthy Bubs
The Hon. Jill Hennessy MP, Minister for Health visited 
IPC Health’s Healthy Mothers Healthy Babies program 
in November 2017. Due to the success of the program 
that provides mums with the support they need to give 
their babies the best possible start to life, the Minister 
announced that the program will be expanded in rural 
and regional Victoria

Our Healthy Mothers Healthy Babies (HMHB) Program 
helps pregnant women who need extra support to be 
healthy mothers and have healthy babies.

The Victorian Healthcare Experience Survey (VHES) 
was held between October and December 2017 and 
provided clients with an avenue to voice their feedback 
and improve the quality and safety of the health care 
they receive. Response rate was 39% in 2016 and 37% 
in 2017 - a positive result. 

Overall clients rated their experience at IPC Health  
95% positive. 

A number of questions respondents rated higher than 
state average response rate:

•  Overall the care was very good or good at IPC 
Health (96.7%) compared to state 95.5%.

•  Health workers at IPC Health were always 
compassionate, with a rating of 87.6%, above state 
response of 85.9%. 

•  Health workers at IPC Health always considered the 
clients’ needs (74.6%), compared to state 73.1%.

•  Always felt comfortable raising issues or asking 
questions at IPC Health (82.4%), compared to  
state 80.6%.

One aspect of care had the highest increase and was 
statistically significantly: 

•  Overall, transportation facilities very good or good 
89.5% compared to state average 74.2%.

On analysing the data it can be grouped into 6 main 
areas that IPC Health needs to improve.

•  Customer service at point of contact – client service 
and healthcare provider – welcoming, introducing 
self, name and roles;

•  Compassion & Empathy – making the client 
experience more personal;

•  Appointments – ability to make appointment easily, 
reduction of waiting time;

•  Healthcare worker interaction – time to explain 
things, coordination of health and well-being, 
repeating of information that should be part of file;

•  Cleanliness of facilities;

•  Complaint process awareness. 

The IPC Health Business Development and Community 
Engagement Committee (BDCEC) aims to improve 
the client experience. The outcomes from the VHES 
Survey, along with further feedback collected through 
the newly installed Customer Feedback System (CFS) 
will allow the BDCEC to make a number of quality 
improvement recommendations to the Executive 
Management Team based on feedback and input  

  CONSUMER, CARER AND  
COMMUNITY PARTICIPATION  2

IPC Health staff with The Hon Jill Hennessey MP, at the 
Healthy Mums, Healthy Bubs funding for regional areas launch.
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from clients as part of our ongoing continual 
improvement process.

Actions arising from The Victorian Healthcare 
Experience Survey (VHES)
Based on the feedback from the VHES, IPC Health is in 
the process of:

•  Training front-end staff to be customer focused and 
make the client experience more personal;

•  Improving the reception areas of sites to be more 
welcoming and comfortable;

•  Openly encouraging health teams to work together 
to improve the sharing of patient information and 
outcomes.

Based on the feedback, IPC Health has also:

•  Implemented an online medical appointment system 
through the IPC Health website so clients can make 
an appointment at a suitable location with the doctor 
of their choice;

•  Reviewed the cleaning contract and appointed a new 
cleaning organisation;

•  Improved parking and access to nominated sites;

•  Implemented new child play areas in receptions and 
counselling rooms with adjacent child safe play areas 
to assist parent in need of health support; 

•  Implemented an electronic Customer Feedback 
System at all campuses to give clients more 
opportunity to provide feedback – see below.

About the Client - New Customer Feedback System
The new Customer Feedback System (CFS) has been 
installed across all IPC Health campuses either on a 
plinth stand at the exit pathway or as a tablet at the 
reception counter as a way to encourage regular 
feedback and improve the compliant  
process awareness.

Clients are now able to rate how happy they are 
with their experience at the end of their appointment 
through answering three simple questions. The survey 
captures our Net Promotor Score - how likely our 
clients are to refer IPC Health to family and friends.

Post back cards or online code cards will be available 
for clinicians to distribute to clients after home visits for 
clients to complete feedback surveys in their own time 
in the near future.

Capacity building of our clients
IPC Health actively contributes to building the capacity 
of our clients, carers and community members and 
encourages them to participate fully and effectively in 
their health care. There are many examples provided 

throughout this document, demonstrated in the various 
case studies: 

Cancer  Pop Up Shop
Our friendly IPC Health staff participated in the Cancer 
Pop Up Shops at Sunshine Plaza and Caroline Springs 
Shopping Centre to talk to people about life style 
choices that can help prevent cancer.  IPC Health was 
asked to partner in this project with the Department of 
Health and Human Services, Cancer Council Victoria, 
North Western Melbourne PHN and Western Health.

Photo: Michelle Nguyen and Mary-Anne Maloney from IPC 
Health’s Living Well team 

Paisley Park Estate Consultation Project
IPC Health has commenced working at Paisley Park 
Estate, a public housing complex comprising of  
125 households in the Hobsons Bay local government 
area. The estate is managed by the Department of 
Health and Human Services and in excess of 250 people 
actually live at the estate.  Many residents experience 
social and economic disadvantage, language barriers, 
disconnection from services and limited social 
connectedness with each other and the  
wider community.

The aim of the project is to have increased mental 
health, health, safety and security outcomes for the 
residents of the Paisley Park Estate by June 2021. 
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At each session, one food group was presented by a 
dietitian with a Karen interpreter. 

The topics presented included:

•  Fruit and vegetables
•  Meat and alternatives
•  Cereals and grains
•  Dairy foods
•  Condiments and oils 
•  Drinks

Participants learnt about new foods, food processing 
and the forms in which foods are available in the 
supermarket. We found that most of the community 
participants were also interested in learning about 
unfamiliar foods, different ways of storing food and 
cooking methods. 

At the end of the program participants identified that 
they ‘learnt a lot’ and felt confident to make better  
food choices at the supermarket. 

Interpreter services

The Western suburbs of Melbourne continue to have 
one of the highest language diversity in Victoria.  In 
2017/18 IPC Health provided interpreting services in 
over 60 languages, including Auslan.  There were over 
4800 hours or approximately 3900 sessions provided.

The top ten most required languages make up over 
78% of the hours utilised.  The chart below indicates  
the top ten languages provided.

IPC Health has five fulltime in-house interpreters across 
the organisation.  Between them they speak Farsi, Karen, 
PWO/SGAW, Burmese, Dari, Persian, Hazargi, Pashtu, 
Hindi and Urdu.  

Additionally, we have 32 bi-lingual Client Service 
Officers that speak a variety of languages across the 
six campuses.  These officers provide basic interpreting 
services to assist clients and service providers with 
making and confirming appointments.  This is an 
invaluable service for both providers and our clients, 
which results in fewer clients failing to attend.

Client service officers whom are bi-lingual can provide 
a warm and comforting entry environment to clients 
who require assistance.   These clients are more likely  
to seek out these officers at future appointments.

Total Hours

In the last financial year, IPC Health provided 2526 hours 
of interpreting and our external provider provided 3612 
hours.  This is a total of 6138 hours.
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First Diabetes Exercise Group
Diabetes is a significant issue in Brimbank with 1 in 
7 people in the west affected by diabetes, compared 
to the Victorian average of 1 in 30. Our first ever 
diabetes focused exercise group at IPC Health was 
launched in June 2017. Not only was this group a 
first for IPC Health, there is no other group like it 
operating in the Western Health network.

Sixteen eager clients, aged from 40 to 80 years 
of age, all with type-2 diabetes participated in 
an exercise circuit in our gym at Deer Park. The 
program was supervised by Physiotherapist Ann 
and also attended by Diabetes Educator Robyn. The 
aim of our group was to encourage our clients to 
live healthier lifestyles and learn to self-monitor and 
manage their diabetes to prevent complications.

At the end of each session we had a short 
informative talk from allied health professionals:

• Podiatry - care of feet & footwear
• Dietetics - healthy eating and diabetes 
• Living well - goal setting and relaxation
• Physiotherapist - exercise and diabetes 
• DNE – diabetes management
Highlights: In total we had 4 successful groups 
during 2017/2018 and we are looking to continue to 
strengthen the program:

•  100% of participants stated their diabetes 
knowledge had improved;

•  92% stated they would recommend the program 
to others;

•  83% attendance rate;
•  17kg  weight lost collectively;
•  20cm lost from waistline collectively.

Objectives for Paisley Park: 

•  Investigate and map demographic profile of the 
residents in support of the project;  

•  Engage and consult with the community to identify 
needs, issues and strengths to inform and direct 
the project’s activities including but not limited 
to programs, activities, events, information and 
appropriate service provision;

•  Build a strong, innovative and highly functioning 
interagency partnership to support and improve the 
residents’ mental health, health, safety and security; 

•  Develop an evaluation and sustainability framework 
for the project which is then implemented;  

•  Create one or more community spaces that enable 
community engagement, social connections, direct 
access to support services, information, referrals, 
programs and activities;  

•  Ensure Paisley Park residents are supported to build 
their capacity to address issues, through sustainable 
measures, which positively impact on their health, 
mental health, safety and security; and

•  Develop engagement and ongoing networks for 
Hobsons Bay City Council Playgroups, Maternal 
and Child Health and Early Years and link families 
with family, youth and children’s services/programs/
groups in the area. 

Partners in this project include Hobsons Bay City 
Council Family Youth and Children’s Services, Libraries, 
Community Development, Social Planning, Waste 
Management teams; Cohealth; Wintringham Specialist 
Aged Care, Salvation Army Places Program, DHHS 
Housing and Community Participation; Altona North 
and other local primary schools.

Karen supermarket tour

In March 2018, a Karen supermarket tour was piloted 
for newly arrived Karen refugee clients by IPC Health 
Dietetics and Refugee Health staff. Most Karen clients 
are familiar with accessing foods from local Karen 
supermarkets. However some clients expressed the 
need for further information about how to access 
mainstream supermarkets and where to access foods 
that were being discussed at dietetic consultations. 
The program aimed to increase knowledge of healthy 
eating in Australia, and to increase capacity amongst 
newly arrived Karen refugees to access healthy  
food products. 
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 QUALITY AND SAFETY3
Interpreter Credentials

Congratulations to Juliet Tennyson who in April this 
year was awarded the Certified Provisional Interpreter 
credential for Karen and English, making her a NAATI 
credentialed interpreter. 

Juliet has been with IPC Health for over 3 years and 
during that time has assisted many Karen and Burmese 
clients who have attended our clinics. Juliet will continue 
to assist with interpreting, providing valuable assistance 
to our staff and the Karen and Burmese community alike.   

Improving access for clients and staff of all abilities
IPC Health has recently commenced its journey to 
develop a Disability Action Plan to ensure we provide 
holistic care, provide facilitated pathways through care 
and prevent discrimination and abuse of patients with a 
disability. After initial consultation with community and 
partners, IPC Health is considering changing the title of 
this plan to the IPC Health Access and Inclusion Strategy 
(AIS).  Our AIS is being developed in consultation with 
community members to:

•  Reduce the barriers to persons with a disability 
accessing goods, services and facilities;

•  Reduce the barriers to persons with a disability 
obtaining and maintaining employment;

•  Promote the inclusion and participation in the 
community of persons with a disability; and

•  Achieve tangible changes in attitudes and practices 
which discriminate against persons with a disability.

This strategy is a work in progress and will continue  
into 2019. 

Disability Expo Brimbank
IPC Health had a stall at the very successful Disability 
Expo in Brimbank in October 2017. Staff members 
attending said that it was a good day for getting our 
name into the community.

There were 45 stalls of service providers ranging 
from Disability, Family Services as well as DHHS and 
Centrelink, which provided us opportunities to network 

with other services and gain information on what 
services are around in the local communities. In all, 
many people approached us for information on our 
programs and services.

Health Literacy
In 2017 we created our Health Literacy Guide. It was 
developed by the Health Promotion, Community 
Strengthening team and the Communications team.

This guide 
helps staff 
to produce 
professional 
and easy to 
read flyers, 
brochures, 
handouts, 
forms, letters, 
surveys and 
PowerPoint 
presentations 
for our clients.

We recognise that health literacy is an important issue 
that helps clients make informed choices about their 
healthcare. We are committed to communicating and 
writing in plain language.

Plain language is easy to read, understand and use.  
It avoids the use of complex sentences, phrases         
and jargon.

Writing in plain and inclusive language, page layout and 
design and using images and illustrations support and 
facilitate a person’s access, understanding and use of 
health information irrespective of their health literacy 
skills. The guide also gives staff information on how  
to plan for a publication and how to consult with  
the community. 

Quality and safety – consumer and staff experience 

Feedback and responding to community

Seeking Feedback
IPC Health operates under the guiding principle of 
providing a range of quality health services to the 
community and has been capturing client feedback and/
or suggestions through:

• Victorian Health Experience Survey (VHES);

• Campus Feedback / Suggestions boxes;

• Google My Business;

• IPC Health FaceBook and Messenger;

• IPC Health website;

•  IPC Health electronic Customer Feedback System 
(see Page 34 for more detail);

• Community Participation on Committees;

• Community Focus Groups;

• Community Exercise and Social Groups; and

•  Community Project Groups involved on co-design ie 
Young Leaders of the West.

Our feedback response process
The process for each feedback channel is the same and 
is illustrated below.

Compliments
In general, most compliments received were about 
service provision from reception or clinical staff. Our 
internal process ensures all compliments are passed 
to individuals and teams to recognise great service. 
Generally, IPC Health received more compliments  
than complaints with a total of 100 compliments and  
81 complaints.
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Complaints
Complaints are generally related to the following  
main areas:

•  Appointments

•  Service provision

•  Infrastructure/Facilities 

Staff Culture Survey
In July 2018 we asked our people to participate in a 
Culture Survey which was facilitated by Insync.  We 
received 249 responses from a potential of 433 
employees which is a 58% response rate.

The culture survey informs the Executive and 
Management teams about the things that are going  
well and that we should do more of and the 
opportunities for improvement.  

One of the indicators that we measure is Employee 
Engagement. This can be described as the 
measurement of how people think and feel positively 
about the organisation and apply discretionary effort. 
Another definition is the measurement of heart, the 
head and the hand.

IPC Health’s engagement is at 50% representing 124 
people, up 20% from 42% in 2015.  This represents the 
number of people ‘agree’ or ‘strongly agree’. If we were 
to include people who partly agree, the engagement 
score would be 68% (169 people).

A lot has happened within the organisation since the last 

survey. We have taken our people on a transformational 
journey and continue to make improvements to the 
physical environment that we work within as well as 
many other changes that have improved the way  
we operate. 

Our employees said our strengths were that our staff 
are focused and committed on clients and productivity. 
They also said that they enjoy the team based 
environment and many see demonstration of key values 
and behaviours every day. Our key areas for focus 
are that our people would like to see more reward 
and recognition and increased communication when 
managing change.  The Executive and Management 
team have put in place a plan to continue doing more 
of what has been identified as our areas of strength and 
improve the areas that require more focus. 

We have identified the culture that we are building on is to 
be known for good Clinical Governance, known for High 
Performance and where we provide high quality care.  

Quality and safety – Accreditation 
IPC Health undertook three mid cycle accreditation 
reviews in April, May and June of this year and achieved 
full Accreditation. 

IPC Health was assessed against the Quality 
Improvement Council (QIC) 1 - 3, National Safety and 
Quality in Healthcare Standards 1 -3 and the Human 
Services Standards 1 – 4 and kept full accreditation 
status for all standards. The overall findings were our 
organisation is progressing satisfactorily against our 
quality improvement plan and committed to building 
strong foundations for further improvement and 
building relationships with the service delivery region. 
Our staff and client files were well organised  
and complete. 

The Australian Aged Care Agency assessed us against 
the Home Care Common Standards and IPC Health 
met all 18 Standards in the mid cycle review. Some 
recommendations were suggested:

•  Strengthen quality improvement plan by including 
incidents/client feedback;

•  Implement care plans with Chinese Carers groups 
(already in progress);

•  Strengthen monitoring on contracts with brokered 
services i.e. staff training, WWC, police checks; and

•  Customer relations training for front line staff.

Our GP clinic at Wyndham Vale was assessed 
against the RACGP Standards and had no major non 
conformities. IPC Health was asked to conduct patient 
feedback surveys of GP clinic patients to meet full 
accreditation status and this was awarded. Other 
recommendations included:  

•  IPC Health IT/Computer security guidelines need to 
be more specific within our business continuity plan.

•  Audit of vaccine fridge temperature. The fridge 
temperature was found to be too cold around 2 – 4 
degrees Celsius, ideally it should be between 2 – 8 
degrees Celsius.

Quality and safety – adverse events 
The most frequently report incidents are clinical 
incidents, followed by OH&S incidents. The number 
of incidents reported overall has reduced compared 
to the previous year. IPC Health has not recorded any 
sentinel events in 2017/18.

All incidents undergo review by the Manager, the 
Quality Team and are regularly reported to internal 
Committees and the Board. Incident themes are 
analysed to identify opportunities for improvement. 
These opportunities are then allocated to the 
responsible Manager, actioned and reported back to 
the governing Committees.

An increase in occupational violence and aggression 
(OVA) was noted this year, resulting in implementation 
of staff training to safely manage and de-escalate 
OVA incidents.  A total of 229 staff have attended OVA 
training in 2018 to date.

In the last year, IPC Health has focused on quality 
and safety. As a result, IPC Health now has the 
following in place:

 1. A Revised Consent Policy;

 2. A New Refusal of Treatment procedure;

 3.  Refusal of Treatment Certificate 
Competent Person form;

 4.  Refusal of Treatment Certificate Agent 
or Guardian of Incompetent Person 
form;

 5.  Revised Consent for use of Media 
Procedure;

 6. Revised Media Authorisation form;

 7.  New Clinical Photography, Video and 
Auditory Recording Procedure;

 8.  New Consent form for Photography, 
Video or Auditory Recording for 
Research Purposes;

 9.  New Withdrawal of Consent for 
Photography, Video and Auditory 
Recording for Research Purposes form;

 10. New Consent for Surgery/Procedure   
  form;

 11.  Revised Consent form to collect and use 
My Personal Health Information; and

 12.  Revised Consent form to Receiving and 
Sharing Information about you.
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Quality and safety – infection control 
Updating the Prevention and Management of Needle 
Stick Injury & Blood Body Fluid Exposure procedure 
to include sharps in title, updates to the forms utilised 
for consent following an injury, clarification of roles 
and responsibilities and internal notification process. 
All relevant forms are now readily available on the staff 
intranet and centrally a needle stick sharps pack has 
been implemented at each campus for immediate use 
by clinician and client.

Quality and safety – quality improvement
IPC Health has reviewed a significant number of 
processes and procedures that align with IPC Health 
strategic directions 2017 - 2019:  Discovery and insight 
and identifying organisational processes that merit 
review of improvement. IPC Health has reviewed and 
implemented changes to enhance quality and safety  
and reduce risk to patients, staff and community  
with the:

•  Rework of the IPC Health Risk Management 
Framework including updating risk management 
procedure and creating a stand-alone healthcare 
incident reporting and investigation procedure to 
ensure timely internal notification of any serious 
incidents to clients or staff and follow up. This 
included clarification of roles and responsibilities  
and timeframes for investigation.

•  Rework and streamlining of consent process and 
consent forms, removal of bundled consents and 
separating out the refusal of treatment from the 
consent form. IPC Health continues to seek for 
written consent and exceeds requirements by law 
for written consent to ensure consumer consent is 
recorded appropriately.

•  In response to an increase in code blues and 
associated issues reported, the Emergency 
Management Plan (EMP) has undergone significant 
review. Changes to the EMP include separation 
of code blue (medical emergency) and First Aid 
request, clarification of roles and responsibilities and 
standing down a code. 

•  Cyber security is a priority for IPC Health. IPC Health 
have implemented a Cyber security procedure to 
ensure all staff remain vigilant with cyber security, 
removal media such as USB devices for uploading 
files into the IPC Health network is not permitted.

•  A Policy System Framework has been developed 
and published on the staff intranet to ensure 
responsibility, monitoring and review process of 

all policy and procedure is clearly assigned and 
reviewed as indicated.

•  Waiting room project for quality improvement.

 We are introducing Tonic on Demand – Australia’s leading 
Health and Wellness Channel - on all TVs in our waiting 
rooms. These evidence based patient education and 
entertainment programs will be tailored to our clients 
to address their specific health needs. For example TV 
programs about health and lifestyle, mother and baby, 
ageing and chronic disease management.

 We have also refurbished the St Albans waiting room 
area and kids play area.

Using feedback to improve quality and safety

Accessing Health Services
 IPC Health regularly addresses client feedback and 
ensures the source of the feedback is notified of 
changes and actions as a result. Often clients request 
or are in need of an additional service that may not 
be available. IPC Health is committed to improving 
both clinical and practice innovation to our clients 
and community. Several disciplines have introduced 
new and innovative services, based on feedback, to 
our programs. IPC Health is growing its capacity and 
capabilities to provide more services to clients in  
the West.

Physiotherapy
IPC Health Physiotherapy has implemented a 
Temporomandibular Joint Disorder service at the 
St Albans, Deer Park and Hoppers Crossing campuses 
for patients experiencing Temporomandibular Joint 
Disorder (dysfunctions of the jaw). Currently, IPC Health 
is the only public service within metropolitan Melbourne 
which offers this service. 

Ann Le is the physiotherapist leading the service.  She 
has undergone extensive training in this area both locally 
and internationally and holds a Graduate Certificate 
in Musculoskeletal Physiotherapy and is currently 
undertaking the Masters program through La Trobe 
University. 

Patients who would benefit from this service will 
typically report a variety of symptoms including:

•  Pain in the jaw or face
•  Headaches
•  Clicking or locking of their jaw
•  Difficulty opening their mouth 
•  Difficulty chewing food
•  Ear aches/fullness

Management of such conditions will involve a thorough 
initial assessment followed by a combination of 
education, exercises and manual therapy with is tailored 
to each individual patient. 

Currently the majority of referrals are from the IPC 
Dental Service; however patients are able to self-refer 
or be referred by any health professional.

Dental 
Smiles 4 Miles is an oral health promotion program for 
kindergarten-aged children developed by Dental Health 
Services Victoria and implemented in partnership with 
IPC Health throughout Melbourne’s West. We will have  
5 more kindergarten centres involved in the program for 
this year, bringing the total to 11 participating in our area.

We were very excited to see our 1st kindergarten be 
awarded a Smiles for Miles certification for improving 
the oral health of kids. Congratulations to our dental 
staff and Try Burnside Kindergarten.

Services achieve the Smiles 4 Miles award by 
implementing healthy eating and oral health policies, 
engaging with families about the importance of oral 
health, and educating children through a variety of fun 
learning experiences based on the Smiles 4 Miles key 
messages – Drink well, Eat well and Clean well. 

Child Dental Benefits Scheme Project
The Child Dental Benefits Scheme aims to address the 
gap in dental care for children between the ages of  
2 -17 years.  The service is now available at our dental 
clinics in St Albans, Hopper Crossing and Altona Meadows
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 Young Leaders of the West

  IPC Health received funding from Victorian 
Responsible Gambling Foundation (VRGF) and 
has been leading the Young Leaders of the West 
program in partnership with, the Western Bulldogs 
Community Foundation and Brimbank  
City Council.

  Our Young Leaders of the West program centres 
around the recruitment of young people from 
Melbourne’s West as ambassadors to co-design a 
gambling awareness and prevention program that 
engages other young people, and communicates 
responsible gambling to peers and the community. 
Our overall aim for this project is to reduce  
the stigma for young people getting help and  
tor reduce the amount of harm from  
gambling experienced.

  Once our Young Leaders were recruited, they 
began participating in a series of workshops:

 1.  Background – The young people were given 
insight into the issue of gambling. 

 2.  Building Empathy 1 –The young people began 
to build empathy with the issue by interviewing 
each other. Themes included culture, risk factors 
and strategies to combat the issue. From 
synthesising this information, the young people 
were able to come up with a problem/ 
mission statement.

 3.  Building Empathy 2 – During this workshop 
the young leaders had the opportunity to dig a 
little deeper and begin to truly empathise with 
the issue after watching a performance by 
Three Sides of the Coin. This allowed them to 
experience the raw emotion gambling has on 
real people. 

 4.  Prototypes – In this last workshop young people 
began to talk more about advertising campaigns 
and their effectiveness. They explored who they 
believed to be the target audiences and what 
the key messages should be. Three potential 
campaigns were created and the young people 
all agreed they’d like to continue meeting the 
keep refining their ideas and brainstorming the 
ways in which they think they could be shared.

Multidisciplinary Centre in the West

IPC Health has worked collaboratively with other 
agencies to develop a Multidisciplinary Centre (MDC) 
in the West, which opened in May 2018. The aim of 
the MDC is to respond to children and adults who 
have experienced sexual assault in an integrated, 
multidisciplinary context and environment which 
provides safety, support and access to justice. 

IPC Health is contributing by employing a Community 
Health Nurse that will be co-located with other services 
within the MDC. There will be an allocated Nurse Clinic 
room where victims can have their general health 
needs assessed. The Community Health Nurse will 
practice within the social model of health, providing 
health needs identification, care planning, and referral 
to appropriate service providers, education awareness-
raising and development of local networks of care. The 
Community Health Nursing service in MDCs forms 
part of a continuum of care within the MDC that aims 
to respond to the physical and emotional health and 
wellbeing needs of clients who have experienced sexual 
assault and their families. The Nurse will provide short to 
medium term care for people of any age and provide 
an important link with other health and community 
services to establish rapport and trust for ongoing 
support and care. 

Environment and Facilities

Given feedback regarding tired environments, 
IPC Health has undertaken a significant amount of 
infrastructure work to improve our sites. For example, 
the St Albans campus now has a refurbished waiting 
area including a children’s play area; Sunshine has 
improved amenities; Deer Park and Hoppers Crossing 
sites have improved parking and access. IPC Health  
has also improved signage to help clients navigate  
our campuses. 

IPC Health clients requested the ability to book  
medical appointment online at the location and with 
the Doctor of their choice. IPC Health has since 
implemented an online medical booking service for  
our GP Services at Deer Park and Wyndham Vale 
through our website.  We are looking to expand this 
functionality for more clinical services in the  
near future. 
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Continuity

Person-centred care – a better quality of life for clients, 
families and carers

Occupational Therapy
IPC Health is dedicated to the holistic care of 
patients, families and carers. The following example 
demonstrates teamwork, planning care with the 
client, and a positive outcome and experience for the 
client and carer:

Following an Initial Home Visit assessment, it was 
identified that the client’s carer (her daughter) was finding 
it increasingly difficult to manage her mum’s care needs.

There were only minimal Respite Care services in place, 
and although the client was in the national queue for a 
Level 4 Home Care package which might take months 
to come through. There was significant risk of injury for 
the client and significant stress for the carer. With limited 
options, the most obvious solution was to place the 
client in permanent residency in an aged-care facility.

Mark Johnson, an IPC Health Occupational Therapist, 
subsequently completed urgent internal referrals to IPC 
Health Social Work, Dietetics and Physiotherapy services 
to ensure the client’s options remained open. He also 
began to arrange the necessary equipment for home 
modifications to increase the safety and quality of life 
for both client and carer. Mark was able to procure an 
electric hospital bed via an equipment donation source 
which immediately reduced the level of risk for the 
client during bed transfer. IPC Health received funds to 
purchase: a powered recliner armchair, manual transit 
wheelchair and pressure care cushion, and authorise 
the installation of a ramp to enable external wheelchair 
access enabling the client access to the  
broader community. 

In addition, the client received a supplementary short 
burst of private physiotherapy services, and increased 
care services were to alleviate the carer burden for the 
client’s daughter. The combination of team support and 
equipment significantly reduced the risk of falls and 
equally increased the client’s functional capacity. 

The single most important factor was that the client was 
assessed and approved for a Short Term Restorative 
Care Package (STRC) via Aged Care Assessment 
Services. The STRC services programme offers a goal 
orientated multi-disciplinary and co-ordinated package 
of services for an eight week period, whilst awaiting a 
Home Care package. As a result, both client and carer 
clearly have a better quality of life, and essentially, the 

client’s goal to remain living at home safely for as long 
as possible has been achieved which is a great outcome.

Refugee Health
The Refugee Health Program (RHP) is based at IPC 
Health Sunshine and Hoppers Crossing campuses 
consisting of 6 Refugee Health Nurses (RHN), 2 
Community Case Workers (CCW) and 2 Community 
Access Workers, a Program Coordinator and a 
Settlement Health Care Worker. 

Our clients are mainly newly arrived refugees from 
various countries including, but not limited to, Myanmar, 
Kenya, South Sudan, Ethiopia, Iraq, Syria, Afghanistan, 
Pakistan, Sri Lanka and the Democratic Republic of 
Congo. We also provide support to clients who arrived 
as refugees or have refugee-like backgrounds and 
support to people seeking asylum.

We refer clients internally to IPC Health GP medical 
clinics and allied health services who provide much 
needed health care, education and support. Regular 
health services accessed include, but are not limited 
to Podiatry, Counselling, Physiotherapy, Occupational 
Therapy, Child Health and Alcohol and Other  
Drug services. 

An Asylum Seeker presented at Sunshine 
Hospital, very stressed as his wife was 
about to have a baby to be told that the 
bill would be $62,000. The client could not 
present the first down payment required 
and contacted IPC Health, very concerned. 
Our Refugee Health Nurse (RHN) was able 
to allay fears and anxiety by reassuring the 
client that Asylum Seekers are eligible for 
special access to public hospitals. Our RHN 
printed the Victorian Government guideline 
and explained the need to produce proof 
of Asylum Seeker status. Our client was put 
in contact with a Social Worker who was 
able to process the Asylum Seeker status, 
meaning the hospital cost for the pending 
birth was waived. Our client, his wife and 
their newborn are very grateful.

Due to the background of our clients, most have 
experienced trauma. There are multiple barriers in a  
new country including language, culture, lack of 
knowledge about the health system and access to 
services and inter-generational conflict as children are 
born or grow up in Australia in families who arrived  
as refugees. 

 COMPREHENSIVE CARE4
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Financial Statements

The RHP at IPC Health has a great reputation within 
the refugee community and people know that they 
can present at IPC Health and speak with someone to 
get assistance. The RHP works closely with settlement 
services such as Australian Multicultural Education 
Services and MiCare who provide us with the majority 
of our referrals and provide case management for  
our clients. 

The result of our team work and integrated care 
across IPC Health and in partnership with external 
agencies is one of impact. The benefits of the 
community health support for refugees and asylum 
seeking people settling in Melbourne’s West is  
extremely positive.

Comprehensive care – end-of-life care 

No set timeline defines end-of-life care but, due to 
illness or old age, many people will require responsive 
care. High-quality end-of-life care relies on open 
communication, informed decision making and 
collaboration between healthcare providers, families 
and carers. IPC Health engages communities and 
embraces diversity so that:

•  All communities and groups have access to end-of 
life-care and planning;

•  Improved engagement with community partners to 
enable connection with communities for end-of-life 
care; and

•  Communities understand the services available for 
end-of-life care and bereavement support. 
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Your Directors present their report on IPC Health Ltd for the financial year ended 30 June 2018.

Directors 
The names of the directors in office at any time during, or since the end of, the year are:

Directors have been in office since the start of the financial year to the date of this report unless otherwise stated. 

Principal activities
We work to improve and promote the community’s health. 

IPC Health delivers services primarily, but not limited to, the cities of Brimbank, Wyndham and Hobsons Bay with a 
total population of over 500,000. We exist so that communities are healthy and well, and individuals, through a single 
point of contact, can connect to a full spectrum of care and support using consistent approaches including those of 
our partners. 

Our role spans primary prevention, quality of life support, service navigation, secondary prevention and harm 
reduction and primary health treatment. 

Our care addresses a full range of health conditions including those most prominently contributing to the health 
burden in Melbourne’s West, namely: heart disease, diabetes, hepatitis, mental health, dental health, COPD and stroke. 

Our services are provided in a range of settings including care at home. Our six campuses are located across 
Western Melbourne at: St Albans, Sunshine, Deer Park, Hopper Crossing, Wyndham Vale and Altona Meadows. 

We collaborate with our partners including local government authorities in support of their Health and Wellbeing 
plans that focus attention on the determinants of health and associated risk factors and behaviours such as physical 
inactivity, family violence and alcohol and drug consumption. 

No significant changes occurred in the nature of the entity’s activity during the financial year. 

Short term objectives   
The company’s short term objectives are set out in our Strategic Directions 2017/19 Streamlining and Enhancing 
Internal and Shared Capacity Stage. 

IPC Health’s medium term objectives are set out in our Strategic Directions 2017/19. These can be summarised as 
three discrete phases of work: 

• Predicting and meeting demand – Develop Capacity (work underway)

• Innovating for future needs – Flourish and Grow (commenced in 2018) 

Long term objectives
The company’s long term objectives are to consistently deliver high quality, safe, integrated, culturally appropriate, 
services that deliver improvements in the health, and promote the well-being of, the communities we serve. 

How principal activities assisted in achieving the objectives 
The organisation continues to develop and enhance service delivery to the local community in collaboration with its 
partners in health, social care and the community and is actively seeking out opportunities to build and strengthen 
strategic partnerships and alliances. 

Performance measures 
We judge our success by four factors of:

• We provide care that is highly valued;

• We have a positive reputation amongst all who rely on us or interact with us; 

• We run services as effective viable businesses; and

• We conduct our operations soundly and professionally. 

Our governance structures have been reviewed and a balanced scorecard is used to measure and report success on 
each of these and to be able to plan improvements as required. 

Members guarantee 
IPC Health Ltd is a company limited by guarantee. In the event of, and for the purpose of winding up of the company, 
the amount capable of being called up from each members and any person or association who ceased to be a 
member in the year prior to the winding up, is limited to $10 for all members, subject to the provisions of the 
company’s constitution. 

At 30 June 2018, the collective liability of members was $230 (2017: $260). 

Review of operations 
Improved financial management and procurement has continued, along with efficiency improvements, a focus 
of continuing to drive down overheads and better use of resources means that IPC Health’s financial position has 
significantly improved.

The accounting surplus of the company for the 2017/18 financial year amounted to $328k, compared to $25k  
for 2016/17.

Compared to 2016/17 ongoing operating costs reduced by 0.25%, total income rose by 5.4% (50% the rate of 
growth in 2016/17).

Overall the operating margin increased from 3.9% in 2016/17 to 4.4% in 2017/18 – which is above the  
industry benchmark.

After balance date events 
No significant matters or circumstances have arisen since the end of the 2016/17 financial year which impacted the 
operations of the company, the results of those operations or the state of affairs of the company for future  
financial years.

Names Position

Trish McCluskey Board Member/Chairperson 

John Hedditch Board Member/Deputy 
Chairperson 

George Kogios Board Member 

Meredith Swaby Board Member 

Rennis Witham Board Member 

Jenny McMahon Board Member 

Daryl Whitfort Board Member 

Peter Gluskie Board Member 

Sanela Osmic Board Member 

Directors’ Report Directors’ Report
30 June 2018 30 June 2018
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Directors’ Report
30 June 2018

Company Directors Information 
The names of the Directors in office at any time during, or since the end of, the year are: 

Auditor’s Independence Declaration   
Signed in accordance with a resolution of the Board of Directors:

Directors Qualifications 

Trish McCluskey – Board Member / Chairperson BA (Education); Master of Education (M.Ed); Grad Cert in Educational 
Leadership; Grad Cert in Health Science; Registered Div 1 Nurse.

John Hedditch - Board Member / Deputy Chairperson Grad Dip Management, Economics,  Administration and Health 
Service Management.

George Kogios – Board Member BBus (Accounting); MAICD; Post Graduate Diploma (Taxation); 
Diploma of Superannuation Management; Fellow – Association of 
Superannuation Funds of Australia (FASFA); Regulatory Guidelines 
(RG146 Accredited).

Jenny McMahon – Board Member BBus; GAICD.

Meredith Swaby – Board Member BASc (Speech Pathology); Graduate Certificate – Health Service 
Management; MAICD.

Rennis Witham – Board Member BA Soc.Sc; Cert IV Training Assessment.

Daryl Whitfort – Board Member MBA; BBus; CPA; GAICD.

Peter Gluskie – Board Member BEng; MBA; CPPD; GAICD.

Sanela Osmic – Board Member MIB; BBus.

Meetings of Directors  
During the financial year, 40 meetings of Directors (including committees of Directors) were held. Attendances by each 
Director during the year were as follows: 

Board Finance 
Committee 

Clinical 
Governance, 
Quality and Risk 
Committee

Strategy 
and Planning 
Committee 

Governance, 
Nominations & 
Remuneration 
Committee 

Number 
eligible 
to 
attend

Number 
attended

Number 
eligible 
to 
attend

Number 
attended

Number 
eligible 
to 
attend

Number 
attended

Number 
eligible 
to 
attend

Number 
attended

Number 
eligible 
to 
attend

Number 
attended

Trish McCluskey 14 13 11 7 - - - - 6 6

John Hedditch 14 12 - - 3 2 - - - -

George Kogios 14 12 11 11 - - 6 4 - -

Meredith Swaby 14 13 - - 3 3 - - - -

Rennis Witham 14 14 - - - - - - 6 6

Jenny McMahon 14 12 - - - - 6 5 - -

Daryl Whitfort 14 14 11 11 - - - - - -

Peter Gluskie 14 14 - - - - 6 6 - -

Sanela Osmic 14 11 - - 3 3 - - 6 5

Director: 

Trish McCluskey

Dated 5 September 2018

Director: 

George Kogios

Financial Statements:
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ipchealth.com.au
https://www.facebook.com/IPCHealth/

St Albans
1 Andrea Street
St Albans VIC 3021
Phone: 03 9296 1200

Sunshine
122 Harvester Road
Sunshine VIC 3020
Phone: 03 9313 5000

Altona Meadows
330 Queen Street 
Altona Meadows VIC 3028  
Phone: 03 8368 3000

Hoppers Crossing
117-129 Warringa Crescent 
Hoppers Crossing VIC 3029
Phone: 03 8734 1400

Wyndham Vale
510 Ballan Road
Wyndham Vale VIC 3024  
Phone: 03 9216 7777

IPC HEALTH CORPORATE OFFICE: 
106 Station Road  Deer Park VIC 3023   
PO Box 171 Deer Park VIC 3023  
Phone: 9219 7142   
ACN 136 685 151  ABN 68 846 923 225

Please send your feedback to ipchealth@ipchealth.com.au


