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WELCOME
Urgent Care clinics treat people with urgent
injuries that can be both life and non-life
threatening or an illness that requires
urgent review by a doctor.
This book includes a collection of stories
and valuable contact information to help
inform our community members when to
and when not to present to Urgent Care.
The following hotlines provide clinical
advice which can support you to manage
the situation or seek further treatment.
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The collection of stories are fictional and
advice you receive may be different
depending on your situation.

Urgent Care departments are set up to provide diagnosis
and treatment of medical conditions which can be serious
but pose no immediate threat to life.

URGENT
CARE

GP

For a medical emergency, call Ambulance Victoria on 000.
Urgent Care centres play a pivotal role in small rural towns
and should be used appropriately. These centres provide
easy access to quality healthcare 24 hours a day.
These departments are organised for the reception of people
in need of pressing, immediate treatment. Upon arrival those
requiring urgent care will be assessed by nurses and
appropriate courses of action will be put in place.
Medical conditions that are not urgent should be assessed by
a doctor via appointment at the nearest medical clinic. If you
are unsure if your condition is urgent, this booklet explains
some options to seek medical advice by a hotline.
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MEET TROY...
Arriving back at the house, Troy struggles
to get himself out of the car. His wife Ann
races out, expressing her concern and
insisting Adam take Troy to Urgent Care.
Adam tells Ann that he thinks it would be
best for Troy to get into the house and
rest so they can call the Nurse-On-Call to
better assess Troy’s symptoms.

Troy is a 56 year old farmer who works on
his family farm. While unloading a large
bail of feed for his cattle, he twists and
feels sharp pain in his back.

While Adam is helping Troy to the bed,
Ann rings the Nurse-On-Call on 1300 60
60 24 and speaks to Frank, a Nurse with
over 10 years of experience. Frank talks
with Troy and completes an assessment
of the injury, which may be muscle injury,
as there are no physical symptoms such
as numbness, tingling or loss of
sensation.

Unable to complete his task he rings his
farmhand Adam to come and assist with
the job. When Adam arrives, he is
concerned about Troy's injury and
decides it would be best to take him back
to the farmhouse to rest.

With Frank’s advice, Troy uses a hot and
cold compress to ease the discomfort
and attends his local GP clinic the
following day for further review and to
commence a physiotherapy recovery
plan.
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Thanks to NurseOn-Call for the
advice I received, I
feel much better!

MEET HANNAH...
She calls her partner, Steve, to drive her
to the local hospital. On Steve’s arrival,
Hannah begins to feel another bout of
nausea and instead of going to urgent
care, Steve calls the Nurse-On-Call
1300 60 60 24.

Thanks to
Nurse-On-Call
for providing
timely advice.

Steve’s call is answered by Sandra, a
registered nurse who proceeds to
evaluate Hannah’s symptoms.

Hannah wakes in the night with intense
stomach cramps and nausea. She
immediately feels she is going to be sick
and runs to the bathroom. She
continues to have these symptoms
through the night and into the middle of
the next morning. Each time she
attempts to eat or drink she experiences
increased
stomach
cramps
and
vomiting. Worried she may be seriously
unwell, she decides to attend Urgent
Care to be assessed by a doctor.

Hannah has been experiencing these
symptoms for 11 hours and is able to
drink regular, small amounts of fluid
maintaining her hydration. As Hannah
has had symptoms for less than 24
hours,
Sandra
recommends
she
continue to keep as hydrated as possible
and to seek further medical advice from
her local GP clinic if the symptoms
continue for more than 48 hours or her
symptoms increase in severity.
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MEET PAUL...
Paul and Jay have been friends for over
twenty years, attending the same
university. Recently, Paul has become
more distant from his friend. He has
stopped attending their monthly poker
nights or answering Jay's phone calls.
After the fourth missed event, Jay thinks
he had better go over and see his friend.
He arrives at his home to find Paul’s wife
there. She explains that she and Paul
had decided to seperate a few months
ago and Paul had moved into a new
apartment
down
the
road.
Jay
immediately goes over to the new
apartment and knocks loudly on the
door.
After a long period, Paul finally comes to
the door. He looks exhausted and
dishevelled and Jay can clearly tell he is
not coping with the changes in his life.
Paul apologises for his appearance and
the mess in the apartment and invites
Jay inside.
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As Paul begins to explain the situation
he starts to lose control of his breathing
and begins to cry uncontrollably. Jay is
extremely worried about his mate and
thinks he better get him to Urgent Care.
Before suggesting this to Paul, Jay rings
Beyond Blue on 1300 22 4636 to get
their advice. Alyssa, a counsellor at
Beyond Blue, speaks to Jay to better
assess the situation and identifies that
Paul may be experiencing a panic attack.
She asks to speak with Paul and
although he is hesitant, Paul begins to
explain how he is feeling. As he does this
he is able to regain control of his
breathing and emotions. Alyssa explains
to Paul that he may be suffering with
anxiety or depression and it would
benefit him to see his GP and discuss
this further.
With the help of Jay, he arranges this
appointment and visits his local GP who
refers him to a counsellor to help him
through this difficult time.

I am so grateful for
the support of
Beyond Blue, I just
didn't know how to
get help.

MEET JACK...
Young parents, Ben and Sarah, are
woken a little after midnight by their 5
month old Jack. Jack has been unsettled
the day prior and has been refusing milk
feeds.
Worried Jack may be unwell, Sarah
checks his temperature. It reads 37.9
degrees celcius. Panicking, Sarah yells to
Ben that they need to rush Jack to a
doctor. Ben calmly heads to the kitchen.
Ben returns with the number for the 24
hour Maternal & Child Health Line –
13 22 29 and immediately calls. Mary, an
experienced maternal and child health
nurse answers the call.
The nurse asks Ben a number of
questions
to
understand
Jack's
symptoms. Mary reassures the young
parents that Jack's temperature is only
mildly elevated and not to be alarmed.

The best course of action would be
giving Jack a dose of paracetamol and
rechecking his temperature after 30
minutes.

I am so glad for
the Maternal
and Child
Health Line.

Me too! The 24 hour
access allowed us to
get the information
we needed to care
for our sick baby!

Jane reminds the parents that if Jack's
condition changes or his temperature
increases further then they need to call
back for further assessment.
Sarah and Ben are so relieved when
Jack's temperature reduces over the
next hour and he falls back to sleep.
Three days later, Sarah is excited and
surprised to find Jack has cut his first
tooth and now understands that some
infants can have a raised temperature
through this process.
Ben and Sarah were so grateful to have
a nurse to call in the middle of the night
who could help them, without having to
attend their local hospital.
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MEET SONJA...
Although Harper says she has not put
any of the beads in her mouth, Elizabeth
is still worried and wants to take her to
Urgent Care to be reviewed by the
doctor.
Harper is not displaying any signs of
illness and continues to play with her
new toys Santa has delivered. Sonja
remembers the Poisons Information
Centre magnet and quickly dials the
13 11 26 number.
On Christmas day, Sonja finds her 2 year
old daughter Harper with a small silica
gel packet torn open on the lounge
room floor. Sonja immediately panics
and calls for her partner, Elizabeth, to
come into the lounge room to help with
Harper.
Before Elizabeth arrives, Sonja checks
Harper's mouth for any sign of the
beads and asks Harper repeatedly if she
has eaten any of the silica gel.
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The Poisons Centre expert, Terry,
answers the call and proceeds to
evaluate the situation. Terry asks a series
of questions and then informs Sonja that
Harper will be fine at home. He advises
her of symptoms to watch for and when
they should present to Urgent Care at
their local hospital or call 000.
After feeling reassured, Sonja starts
picking up all the silica gel and feels like
it is probably all on the floor. Harper
was telling the truth but it was so
reassuring to speak to an expert to know
how to manage the situation.

Thanks to the Poisons
Information Centre,
I received the advice
and help I needed.

MEET MEG...
Meg, a 17 year old girl has been asked to

Meg and Zac googled their options and

attend the Year 12 Ball with her
boyfriend Zac.

found the number for 1800 My Options
and calls 1800 696 784.

Meg and Zac have been seeing each
other for 6 months but they have not yet
had sex. Both Meg and Zac are looking
forward to spending their first night
together at Zac’s house.

Meg calls Di, a nurse at 1800 My
Options, who speaks gently and is
understanding of what has happened.

After the ball, Zac and Meg do have sex.
Zac realises that the condom he has
used has broken. Meg becomes really
concerned that she may now fall
pregnant.

After consulting with Meg, the nurse
outlines their options. Meg decides to
visit the local pharmacy for the 'morning
after' pill as soon as possible. She also
agrees to visit her local GP for an STD
check, as Zac has been sexually active
before they were together.

Living in a small country town, Meg was
embarrassed to go to the local hospital
where Zac's mum is a nurse.

Meg and Zac are relieved with the advice
Di provided after the initial overload of
information they found on Google.

Phew!
I'm not ready to be
a mum!
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NEED HELP NOW?
NURSE-ON-CALL 1300 60 60 24
Nurse-On-Call is a phone service that provides immediate, expert
health advice from a registered nurse, 24 hours a day, 7 days a
week.
The phone service is for non-emergency health advice only. If
you think your situation is an emergency, you should always
call Triple Zero (000) or go to an emergency department at a
hospital.
What happens when I call for advice?
Step 1 – a registered nurse will answer your call and collect some
basic details about you and the reason for your call.
Step 2 – the nurse will then ask you a series of questions about
your symptoms and other issues relating to your health.
Step 3 – at the end of the call the nurse may suggest ways you
can care for yourself, advise you to contact a GP or in the event
that your condition is very serious, transfer the call to Triple Zero
(000). Nurses do not diagnose and cannot provide a diagnosis.
Nurse-On-Call uses the most up-to-date health information
available, giving you and your family the highest quality
advice. All information you provide remains confidential and
records are fully secure.
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WANT TO CHAT ABOUT IT?
BEYOND BLUE
1300 22 4636

MATERNAL & CHILD
HEALTH LINE 13 22 29

We all have good days and bad days. Then

The Maternal & Child Health Line is a 24-

there are those days when something isn't
quite right, you've got something on your

hour telephone service staffed by qualified

mind or things just seem too much.
Whatever it may be, sharing the load with
someone else can really help. So no matter
who you are, or how you're feeling, you can
talk it through with Beyond Blue.
The trained mental health professional will
listen, provide information and advice, as
well as point you in the right direction so
you can seek further support.
All calls and chats are one-on-one with a
trained mental health professional, and
completely confidential. Although you may
be asked for your first name and some
general details, you can let us know if you’d
like to remain anonymous. Please call or
visit beyondblue.org.au/getsupport for more
information.

maternal and child health nurses. The
telephone

line

provides

over-the-phone

information, advice and referral to all
families with young children.
Maternal & Child Health Nurses can give
information, support and advice on a variety
of topics including: parenting, development
and learning, child health, family health and
wellbeing,

safety,

immunisation,

breastfeeding, nutrition and family planning.
West

Wimmera

Health

Service

offers

Maternal & Child Health Nurse services. Feel
free to contact our local Maternal & Child
Health Nurse on 0429 911 287 if you need
non-urgent advice during business hours.
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WHO SHOULD I CALL...
POISONS INFORMATION CENTRE 13 11 26
The Poisons Information Centre is a number you can call if you think
someone has overdosed, made an error with medicine or has been
poisoned. You can call 24 hours a day, 7 days a week from anywhere in
Australia.
The Poisons Information Centre are staffed by pharmacists and scientists,
who are specially trained in providing poisons information. The Poisons
Information Centre also employs Clinical Toxicologists from around
Australia who provide specialist expertise in the medical management of
human poisoning and venomous bites.

1800 MY OPTIONS 1800 696 784
1800 My Options is a confidential, non-judgemental, free phone line, giving
you information about contraception, pregnancy options (including abortion)
and sexual health in Victoria.
You can call between the hours of 10am to 4pm, Monday to Friday or email
info@1800myoptions.org.au.
You can also visit their website: www.1800myoptions.org.au.
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WHAT TO DO IF THERE IS AN EMERGENCY?
If you do experience an emergency, remain calm and dial 000.
Triple Zero (000) is Australia's main emergency service number.
You should call 000 if you need immediate help from police, fire or
ambulance services.
You should only call 000 when:
Someone is seriously injured or in need of urgent medical help
Your life or property is being threatened
You have just witnessed a serious accident or crime.
It should be used to contact Police, Fire or Ambulance service in life
threatening or emergency situations. If a situation is not urgent,
you should look up the number of your local police, fire or
ambulance service.
The Triple Zero (000) service is the quickest way to get the right
emergency service to help you.
Calls to Triple Zero (000) are free and can be made from mobile
phones, home, work phones or pay phones.

There a few simple steps to take when making a Triple Zero (000)
call:
Stay calm and call Triple Zero (000) from a safe location.
A Telstra operator will ask you if you need Police, Fire or
Ambulance. Say the service that you require. If you are calling
using a mobile or satellite phone the operator will ask you for
other location information.
You will then be connected to an emergency service operator,
who will take details of the situation.
Stay on the line, speak clearly and answer the operator's
questions.
Give the nominated emergency service operator the details of
where you are, including street number, name, nearest cross
street, and locality. In rural areas it is important to give the full
address and distances from landmarks and roads, not just the
name of the property.
Don't hang up until the operator has all the information they
need.
If possible wait outside at a prearranged meeting point or in a
prominent location for emergency services to arrive to assist
them to locate the emergency.
If you make a Triple Zero (000) call whilst travelling on a
motorway or on a rural road, identifying the direction you are
travelling and the last exit or town you passed through will
assist emergency services to correctly locate the incident.
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WE SEE THIS...
COULD SOMEONE ELSE HELP?
There are a number of reasons people present to Urgent Care, some are
unnecessary. Often we see people present with minor injuries such as
gravel rash, minor cuts or a cold.
It is common that people present to our urgent care with nausea,
diarrhoea and/or vomiting. It is important to stay at home if you have
gastro as it is highly contagious.
Under these circumstances, it is best to see your local GP in person, via
telehealth or call one of the many hotlines to help assist you.
We use a system called triage to ensure that we treat the sickest patients
first. This means you may wait longer than someone who arrives after
you.
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URGENT CARE FACILITIES IN THE WIMMERA
West Wimmera Health Service

Rural Northwest Health

Wimmera Health Care Group

Nhill Hospital
43-51 Nelson Street
Nhill VIC 3418
T (03) 5391 4222

Warracknabeal Hospital
18 Dimboola Road
Warracknabeal VIC 3393
T (03) 5396 1200

Dimboola Hospital
32/36 Anderson Street
Dimboola VIC 3414
T (03) 5363 7100

Kaniva Hospital
7 Farmers Street
Kaniva VIC 3419
T (03) 5392 7000

Hopetoun Hospital
12 Mitchell Place
Hopetoun VIC 3396
T (03) 5383 2000

Edenhope & District Memorial Hospital
128 Elizabeth Street
Edenhope VIC 3318
T (03) 5585 9830

Jeparit Hospital
2 Charles Street
Jeparit VIC 3423
T (03) 5396 5500

EMERGENCY DEPARTMENT FACILITIES

Rainbow Hospital
2 Swinbourne Avenue
Rainbow VIC 3424
T (03) 5396 3300

Wimmera Base Hospital
83 Baillie Street
Horsham VIC 3400
T (03) 5381 9111

Wimmera Health Care Group
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NEED FOLLOW UP
SUPPORT...
West Wimmera Health Service proudly delivers health
services based in Nhill, Goroke, Jeparit, Kaniva, Rainbow,
Natimuk, Minyip, Murtoa and Rupanyup.
If you have received a health diagnosis or been admitted to
hospital in another location, there may be a way we can
help you when you return home.
Our Community Health Intake team can assess the services
that may support your needs. Our clinicians help to support
people in the prevention of chronic conditions and provide
treatment after a diagnosis.
To find out more or to make an appointment, contact our
friendly Community Health team on (03) 5391 4267.
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WEST WIMMERA HEALTH SERVICE
AVAILABLE SERVICES
CLINICAL SERVICES
Acute Hospital Care
Audiology
General Surgery
Geriatrician
Immunisations
Infection Control
Medical Imaging (CT Scanning,
X-Ray, Ultrasound, Dental
Orthopantomogram)
Ophthalmic Surgery
Optometry
Oral Surgery
Orthopaedic Surgery
Palliative Care
Pathology
Urgent Care

AGED CARE SERVICES
Residential Aged Care Facilities
Commonwealth Home Support
Home Care Packages

DENTAL SERVICES
General Dentistry
Mobile Clinic
Oral Health Education and Promotion
Oral Health and Hygiene Therapy
Oral Surgery

COMMUNITY PROGRAMS
Community and Women’s Health
Program (C&WH)
GP Management Care Plan
Domiciliary Care
Home and Community Care (HACC)
Hospital in the Home (HITH)

National Disability Insurance Scheme (NDIS)
Post-Acute Care (PAC)
Chronic Conditions Models of Care
Transport Accident Commission (TAC)
Transition Care Program (TCP)
Work Cover

COMMUNITY SERVICES
Asthma Education
Cancer Resource Nurse
Cancer Support Group
Cardiac Rehabilitation
Centrelink
Community Health
Continence Education
Diabetes Education
Dietetics
District Nursing
Endocrinology Telehealth Clinics
Falls and Balance Groups
Gentle Exercise Groups
Health Promotion
Healthy Lifestyle Groups
Initial Needs Coordination
Interpreting Services (Karen)
Maternal and Child Health
Occupational Therapy
Physiotherapy
Podiatry
Quit Smoking Education
Refugee Health Nurse
Social Work
Social Support Groups
Speech Pathology
Well Women’s Health Clinic
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NEED A
MEDICAL
CLINIC?
Nhill Clinic
45-47 Nelson Street
Nhill VIC 3418
T (03) 5387 9900
nhillreception@ruraldoctors.com.au
Kaniva Clinic
9 Farmers Street
Kaniva VIC 3419
T (03) 5323 5770
kanivareception@ruraldoctors.com.au

Horsham Clinic
146 Baillie Street
Horsham VIC 3400
T (03) 5382 0011 (24 hour line)
reception@listerhouseclinic.com.au
Natimuk Clinic
6 Schurmann Street
Natimuk VIC 3409
T (03) 5363 4480
reception@listerhouseclinic.com.au
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Goroke Clinic
52-64 Natimuk Road
Goroke VIC 3412
Please call the Kaniva Clinic to book an
appointment on (03) 5323 5770.
Edenhope Clinic
119 Lake Street
Edenhope, VIC 3318
T (03) 5585 9888
edenhopereception@ruraldoctors.com.au
To book online, please go to:
www.ruraldoctors.com.au

Rupanyup Clinic
89-91 Cromie Street
Rupanyup VIC 3388
T (03) 5385 5730
Murtoa Clinic
28 Marma Street
Murtoa VIC 3390
T (03) 5385 5730
Minyip Clinic
23 Church Street
Minyip VIC 3392
T (03) 5385 5730
Rainbow Clinic
14 Sanders Street
Rainbow VIC 3424
T (03) 5396 3380
Jeparit Clinic
2 Charles Street
Jeparit VIC 3423
T (03) 5396 5506
Hopetoun Clinic
10 Mitchell Place
Hopetoun VIC 3396
T (03) 5083 2080

WESTERN VICTORIA PRIMARY HEALTH NETWORK
Western Victoria PHN (WVPHN) is proud to support West
Wimmera Health Service (WWHS) deliver the ‘Is it really
urgent’ campaign to help inform people when to and
when not to present to Urgent Care.

• Support general practice (including Aboriginal medical
services)
• Commission or purchase locally-needed services
• Integrate local services and systems.

The campaign stems from WVPHN funding, provided in
2019, to help develop and implement localised projects
for improving after hours health care. We congratulate
WWHS and its collaborators for their work in
understanding how to improve local after hours care.

These goals are achieved by working collaboratively with
health services – such as West Wimmera Health Serivce health providers and community organisations and
individuals, to identify priority health issues and develop
region-wide as well as localised programs and projects
that directly respond to health care needs.

The funding is part of WVPHN’s important role in
enabling best practice primary health care for
communities throughout western Victoria.

All PHNs have seven key health priority targets:

The WVPHN region stretches from the South Australian
border to Geelong, north to the Wimmera and into parts
of central Victoria. It covers 21 local government areas
and comprises a total population of approximately
618,000 people.
Established in July 2015, WVPHN is funded largely by the
Commonwealth Government to work with the primary
care sector to improve health outcomes for our
communities. It is one of 31 Primary Health Networks
(PHNs) in Australia and one of six in Victoria.
WVPHN is a not-for-profit, membership-based
organisation with a core function to use its knowledge
and understanding of local health and health care needs
to:

• Mental health
• Aboriginal and Torres Strait Islander health
• Population health
• Health workforce
• Digital health
• Aged care
• Alcohol and other drugs treatment.
WVPHN’s programs and projects relate back to these
priorities and include general practice support alongside
a wide array of programs including but not limited to
HealthPathways, place-based suicide prevention trials,
telehealth and after hours initiatives, immunisation
programs and primary health sector workforce
development.

FOR MORE INFORMATION
Visit westvicphn.com.au or
contact via one of their
regional offices:
Ballarat
101 Drummond Street North
Ballarat 3350
Tel: 03 5331 6303
Geelong
131 Myers Street
Geelong 3220
Tel: 03 5222 0800
Horsham
81 Hamilton Street
Horsham 3400
Tel: 03 4310 5100
Warrnambool
Bayside City Plaza
24-36 Fairy Street
Warrnambool 3280
Tel: 03 5564 5888
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Thanks for
listening to our
stories!

WEST WIMMERA HEALTH SERVICE

wwhs.net.au
www.facebook.com/westwimmerahealth

