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West Wimmera Health Service was founded in August 1995 as a group comprising three rural hospitals. It now covers nine locations (Nhill, Jeparit, Rainbow, 
Rupanyup, Minyip, Murtoa, Natimuk, Goroke and Kaniva), 10 residential aged care facilities, four community health centres and four acute facilities. 

The Service delivers a wide range of health services to the local communities including; allied health services, bed based and community aged care services, 
disability services, TAC services, surgery, district nursing, dental, and radiology. 

Our Vision 
To establish and maintain a high quality and responsive health service through the pursuit of excellence and effective use of innovation and technology. 

Our Mission 

West Wimmera Health Service is committed to the delivery of health, welfare and disability services which are compassionate, responsive, accessible and 
accountable to individual and community needs and which result in quality outcomes for the people of the West and Southern Wimmera and Southern 
Mallee. 

Our Values 
 - A safe environment 
 - Strong leadership and management 
 - A culture of continuing improvement 
 - Effective management of the environment 
 - Responsive partnerships with our consumers 

Strategic Priorities 
 - Empower our community to live their best life 
 - Invest in population health 
 - Build partnerships for healthier communities
 - Harness technology and innovation 
 - Strengthen our workforce capacity

Organisational Context, Vision, Mission and 
Strategic Priorities
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Priority Areas

Rural and Remote
 - Definition: The term ‘rural and remote’ encompasses all areas outside Australia’s major cities. Using the Australian Standard Geographical 
  Classification System, these areas are classified as inner regional, outer regional, remote and very remote. 
 - All four Local Government Areas (LGA’s) associated with West Wimmera Health Service, appear in the top 8 most remote regions of Victoria   
  on the ARIA index of remoteness. (Source: WSM Regional Partnership 2018 Regional Priorities Fast Facts). 

Disability 
 - Definition: A person that has a limitation, restriction or impairment which has lasted, or is likely to last for at least 6 months and restricts 
  everyday activities. 
 - 7.45% of the Wimmera Southern Mallee population require assistance in one or more of the three core activity areas (self-care, mobility and  
  communication). (Source: WSM Regional Partnership 2018 Regional Priorities Fast Facts).

LGBTI
 - Definition: People who identify as lesbian, gay, bisexual, transgender, and/or intersex. 
 - It is estimated that up to 11 in 100 Australians have a diverse sexual orientation, sex or gender identity. 

Dementia and Cognitive Decline 
 - Definition: Dementia describes a collection of symptoms that are caused by disorders affecting the brain. It is not one specific disease. 
  Dementia affects thinking, behaviour and the ability to perform everyday tasks. Brain function is affected enough to interfere with the 
  person’s normal social or working life. Cognitive Decline describes the expected cognitive decline of normal aging which can affect memory,   
  language, thinking and judgement. 
 - In Australia, 3 in 10 people over the age of 85 and almost 1 in 10 people over 65 have Dementia.



Refugee Community 
 - Definition: This plan will focus specifically on the refugee community in the township of Nhill, which is made up largely of Karen people. The 
  Karen people are an ethnic group from Burma (Republic of the Union of Myanmar). In 2014, approximately 180 Karen refugees settled in   
  Nhill, with new families continuing to migrate to the area.  
 - The Karen population in Nhill make up roughly 10% of the town’s population and 18% of the workforce. 

Aboriginal and Torres Strait Islander 
 - Definition: A person of Aboriginal or Torres Strait Islander descent who identifies as Aboriginal or Torres Strait Islander and is accepted as such  
  by the community in which he or she lives. 
 - Aboriginal and Torres Strait Islander people live 10-17 years less on average than non-Aboriginal and Torres Strait Islander people and they   
  are more likely to develop preventable diseases such as diabetes and heart disease. 

Gender
Whilst this plan does not highlight gender as its own priority area, West Wimmera Health Service recognises that gender intersects with each of the 
identified priority areas and can further contribute to the health inequities and disadvantage experienced by those identified in each area. 
West Wimmera Health Service is committed to addressing health inequities and disadvantage that stem from gender related barriers across the areas of 
access, service provision, professional development and recruitment, health literacy, communication, engagement and social connectedness. 





The actions outlined in West Wimmera Health Service’s Diversity Plan were developed through consultation with a variety of local groups and consumers, 
through research, and through audits already conducted through other internal programs. 

The methods of consultation included: 
 - Review of the state disability plan 2017-2020 Absolutely Everyone. 
 - Review of disability planning resources provided by VHA. 
 - Desktop research of diversity plans of other Victorian organisations, from both the healthcare industry and from other industries. 
 - Review of information and recommendations made by the Wimmera Primary Care Partnership (PCP) following an Aboriginal and Torres Strait  
  Islander cultural competency audit of three West Wimmera Health Service sites. 
 - Consultation with a sample of West Wimmera Health Services residential aged care customers, their families and staff who worked in the 
  residential aged care facilities. 
  Whilst during the consultation phase, it was difficult to identify residents who had a dementia diagnosis, or were experiencing cognitive 
  decline, many residents and their families were able to articulate what they felt would be important to them if/when they ever experiences   
  some form of cognitive decline. 
 - Consultation with a number of disability customers and their family/carers. 
 - Review of information gathered and collated by West Wimmera Health Service’s Refugee Health Nurse through interactions with the local   
  Karen community in Nhill and surrounding areas. 
 - Undertaking a gap analysis of West Wimmera Health Service in relation to the Rainbow Tick standards to identify a number of key actions. 
 - Reviewing the strategies and actions outlined in West Wimmera Health Service’s Health Promotion Plan and the research undertaken to 
  develop the Health Promotion Plan, specifically in relation to people living in rural and remote areas of the Service’s catchment area.

Research and Consultation



Action Theme What does success look like? Project Lead To be delivered by

Develop strategies for increasing access to allied 
health services at each site, through increased 
appointment times, flexibility in availability and 
use of innovative technology such as Telehealth.

Service Provision - An increase in NDIS funded allied 
health services delivered at outer sites. 
- Improved customer feedback in 
relation to appointment availability and 
flexibility (pre and post 
implementation survey).

Executive Director, 
Community Health

31 December 2020

Develop and implement strategies to enhance 
customer and carer awareness of the types of 
services available utilising their NDIS funding.

Service Provision - Enhanced appropriateness, 
flexibility and diversity of service plans.

Manager Community 
packages

30 June 2020

Support NDIS customers, carers and families to 
access NDIS funding and service related 
information. In particular facilitate access to IT 
resources (some examples given in consultation 
indicated that access to a computer and some 
basic computer support was needed).

Barriers to Access - Improved customer experience 
specifically in relation to navigation of 
the NDIS (trends identified in customer 
experience surveys).

Manager Community 
Packages

31 December 2020

Establish peer networks for NDIS participants and 
carers to enable peer learning, information sharing 
and support.

Communication 
and Engagement

- Enhanced feeling of support, 
knowledge, and empowerment among 
the NDIS community leading to 
improved participation and 
engagement in care.

Manager Community 
Packages

30 June 2020

Encourage representation of people with lived 
experience of disability on community advisory 
committees and other relevant health service 
planning platforms.

Communication 
and Engagement

- Representation of people with lived 
experience of disability on community 
advisory committees and other 
relevant health service planning 
platforms and active involvement/
participation.

Executive Director 
Community Health

20 June 2021

Disability

Goal: Improve awareness and access to disability services and develop support networks for our disability and carer communities.



Action Theme What does success look like? Project Lead To be delivered by

Review current LGBTI awareness training for staff 
to identify any gaps against the Rainbow Tick 
standards, then develop and implement an 
organisation wide training program encompassing 
awareness, cultural safety and clinical skills. 
Training should be role specific and include all
levels of governance within the organisation 
including the Board of Directors and volunteers.

Professional 
Development

- Improved staff confidence in 
relation to cultural safety and 
clinical skills. 

Director of Nursing, 
Kaniva

31 December 2020

Undertake a physical audit of all sites and 
identify areas for improvement specific to 
environmental factors being welcoming to LGBTI 
customers. Develop an action plan for 
improvement. Think about how this can 
continually be measured and improved 
(i.e. included in annual environmental audit 
schedule).

Barriers to Access - Improvements specific to 
environmental factors across all service 
sites in line with the action plan. 
- Development of measures to 
monitor success of improvements 
morning forward.

Director of Nursing, 
Kaniva

30 June 2020

Review processes at point of contact for service 
delivery (i.e. how admissions and person 
information is gathered). Can we not only 
update the language we use on the forms to be 
LGBTI inclusive, but are their other methods of 
gathering data, such as allowing customers to fill 
out their own personal information on an iPad, 
so that they feel more comfortable identifying as 
LGBTI?

Barriers to Access - Improved data in relation to the 
local LGBTI community to help inform 
service design and delivery moving 
forward.

Executive Director, 
Clinical Services

30 June 2021

Review recruitment advertisements and 
recruitment pack documentation to ensure they 
are LGBTI inclusive. I.e. personal information form 
requesting employees to disclose their marriage 
status, gender, etc.

Recruitment - Enhanced recruitment experience for 
staff (post recruitment surveys). 
- Greater workforce diversity.

People and Culture 
Manager

31 December 2020

LGBTI

Goal: To continue working towards achieving the Rainbow Tick for LGBTI inclusive practice.





Action Theme What does success look like? Project Lead To be delivered by

Partner with the Nhill Learning Centre and the 
Nhill Karen Community Group to establish a 
community group as a means of collaboration with 
the Karen community to address health inequities 
such as access to health information, education 
and services.

Communication 
and Engagement

- Enhanced relationships with local 
Karen Elders and the Karen community 
leading to collaboration on a number of 
health related initiatives.

Refugee Health Nurse 30 June 2021

Partner with Ballarat Community Health to 
implement the Loddon Campaspe Multicultural 
Services ‘Healthy parents. Happy kids’ initiative 
aiming to increase the skills of parents to deal with 
difficult situations and to raise awareness of the 
effects of family violence, among the local Karen 
community.

Communication 
and Engagement

- Participant feedback in relation to 
skills and awareness gained. 
- 3 month follow up with 
participants to see if any changes in 
behaviour or changes in parenting 
techniques have occurred.

Refugee Health Nurse 31 December 2020

Refugee Community

Goal: Continue to build trusting and meaningful relationships with key members of the local Karen community, to collaborate in 
delivering health related programs to address health inequities.



Action Theme What does success look like? Project Lead To be delivered by

Improve access to outdoor spaces for our 
residential aged care customers at all facilities, 
specifically to garden areas and outdoor 
recreational areas such as BBQ areas. Consultation 
with customer’s identified three key actions: 
- Ensure there are doors and paths that enable
 customers to easily move from indoors, to 
outdoors on their own. 
- Paved paths and areas outdoor to enable 
customers to move around safely and reduce the 
risk of falls. 
- Adequate seating in the outdoor spaces to enable 
customer to sit and spend more time outdoors.

Access - Residents/activity groups actively 
involved in review and planning 
processes.
- Outside spaces/access corridors 
delivered to plan.
- Outside spaces used regularly.
- Outside spaces added to regular 
questionnaires/meeting agendas to 
monitor.

Directors of Nursing 
(site specific)

31 December 2020

Review the appropriateness of the current 
activities spaces in our residential aged care 
facilities, and develop innovative solutions to 
improve the design and layout of the spaces to 
meet the needs of the residents.

Access - Residents and families actively 
involved in review processes and 
co-design of any identified projects.
- Projects identified and delivered as 
needed.

Executive Director, 
Business and Strategy 

31 December 2020

Review capital projects policies and general 
project management guidelines to ensure that 
consultation with our residential aged care 
residents and their families is a compulsory 
requirement of any capital works completed of our 
residential aged care facilities. It is important that 
our residents have a voice and that any 
improvements made to our facilities meet their 
needs.

Communication 
and Engagement

- Development of Guidelines 
(initially in-house using best 
practice examples but utilising 
resident/family focus groups to ensure 
the process is accessible and 

encourages co-design at all levels).
- Active support to use the new 

guidelines appropriately.
- Proactive use of guidelines.
- Acceptance of co-design as a 

management practice.

Quality Manager 30 June 2020

Dementia and Cognitive Decline

Goal: To enhance the environment for our residential aged care customers, improve our internal processes and policies to ensure 
consultation with users and customers occurs for all capital projects and improvements, and improve our screening processes for 
dementia and cognitive decline in the community aged care setting.





Action Theme What does success look like? Project Lead To be delivered by

Review the needs of our residents who don’t have 
family living close by in the local area, specifically: 
- The ways in which they are able to connect and 
interact with their family (i.e. via phone, email, 
video chat, etc). 
- The ways in which our employees connect and 
communicate with residents families, not only 
about important clinical information, but also 
generally about their loved one.

Communication 
and Engagement

- Development of processes for review 
(initially in-house using best practice 
examples but utilising resident/family 
focus groups to ensure the process is 
accessible and encourages co-design at 
all levels).
- Development of projects (in keeping 
with guidelines above) as required.
- Increased opportunity for connection 
between residents/family/staff.
- At least one project delivered.

Service Improvement 
Coordinator

December 31 2020

Review and redesign methods/tools for identifying 
and screening for cognitive decline in 
community aged care customers, including those 
who are accessing district nursing services.

Service Provision - All methods tools meeting best 
practice standards. 
- Work with academic partner(s) to 
develop methodology and research 
project to roll out and test efficacy of 
testing procedures.

Health Promotion 
Manager

30 June 2020



Action Theme What does success look like? Project Lead To be delivered by

Review the services and programs that West 
Wimmera Health Service offers to older people in 
the catchment area to ensure opportunities for social 
connectedness are maximised, including processes for 
building opportunities for social connectedness into 
community home care, disability and TAC packages.

Social 
Connectedness

- Increased diversity of service and 
care plan activities for community 
home care, disability and TAC 
packages to improve the focus on 
social connectedness for customers.

Manager Community 
Packages

30 June 2020

Work with local stakeholders to develop a map 
identifying physical activity opportunities for each LGA 
in the West Wimmera Health Service catchment area 
that can be used as a resource for members of rural 
and remote communities.

Barriers to Access - Increased awareness among our 
rural and remote communities of 
physical activity opportunities and 
accessibility helping to contribute to 
an increase in participation.

Health Promotion 
Manager

30 June 2020

Work with local stakeholders to identify some of the 
barriers to participation in physical activity for 
members of our rural and remote communities and 
consider how we might be able to overcome some 
of these through awareness and maximising use of 
existing resources.

Barriers to Access - Development of a plan/strategy to 
address the identified barriers to 
participation in physical activity in 
our rural and remote communities.

Health Promotion 
Manager

31 December 2020

Review how West Wimmera Health Service can 
collaborate with other local stakeholders to provide 
technology resources and support to enhance school 
readiness, and identify methods of stakeholder 
communication when connectivity fails.

Barriers to Access - Development of a collaborative 
agreement and action plan/strategy 
for implementation.

Executive Manager, 
Community Health

31 December 2020

Review clinical pathways, referral pathways and 
methods of inter-hospital communication to enhance 
the diversity of services on offer to consumers living 
in rural and remote areas, and ensure West Wimmera 
Health Service is able to connect seamlessly with 
other health service organisations throughout Victoria 
and interstate improving the transfer of information, 
communication and overall customer experience.

Service Provision - Improved experience for 
customers when being transferred 
between hospitals or referred 
elsewhere for other services. 
- Improved awareness of available 
service across the region and 
methods of access.

Nurse Unit Manager, 
Nhill Acute

30 June 2021

Rural and Remote Community

Goal: Overcome barriers and improve access and awareness of health relates services and activities for our rural and remote communities.



Aboriginal and Torres Strait Islander

Goal: Improve referral pathways for services, raise awareness of Aboriginal and Torres Strait Islander culture among staff and the 
community, and ensure the Health Service environment is welcoming to Aboriginal and Torres Strait Islander people.

Action Theme What does success look like? Project Lead To be delivered by

Establish and strengthen relationships with local 
Aboriginal health organisations and provide 
opportunities for greater understanding of service 
provision specific to each organisation, and enable 
discussions about how services might be 
complimented or referral processes improved.

Service Provision - Increased referrals from West 
Wimmera Health Service to local 
Aboriginal health organisations and 
vice versa.

Executive Director, 
Community Health

30 June 2021

Consult with other local Aboriginal organisations 
to determine some of the barriers that may restrict 
Aboriginal people from accessing mainstream services 
and identify how some of these barriers can be 
overcome.

Service Provision - From the research identifying 
barriers restricting aboriginal people 
from accessing mainstream services, 
collaborate with other organisations 
develop a plan to address the 
barriers.

Health Promotion 
Manager

29 June 2021

Display welcome and acknowledgement signs/
posters and flags at all West Wimmera Health Service 
site entrances and waiting rooms, and ensure 
culturally appropriate material is made available to 
customers in waiting rooms.

Communication 
and Engagement

- Improved results on follow up
cultural competency audits 
undertaken by Wimmera PCP. 

Service Improvement 
Coordinator

30 June 2021

Develop processes for liaising with local Aboriginal 
organisations and Aboriginal community members to 
seek feedback about the appropriate use of language 
and communication when designing resources and 
information material targeted at Aboriginal people.

Communication 
and Engagement

- Development of an organisational 
health literacy based approval 
process for all customer facing 
forms/publications that considers 
barriers to access for the local 
Aboriginal community.

Service Improvement 
Coordinator

30 June 2020



Action Theme What does success look like? Project Lead To be delivered by

Ensure allied health, clinical and reception staff 
undertake the Wimmera PCP cultural competency 
training, specific to the local region.

Professional 
Development

- Staff have increased cultural 
awareness and increased knowledge 
and understanding of barriers to 
access for local Aboriginal people 
(self-reported). 

Education Coordinator 31 December 2020

Increase employee and community awareness of 
Aboriginal and Torres Strait Islander culture, statistics 
and the factors which have led to the inequity in life 
expectancy between Aboriginal and non-Aboriginal 
people, by ensuring key news and affairs documents 
are available to employees, are available in waiting 
rooms for customers, and by providing staff with 
resources on local Aboriginal organisations and their 
roles.

Professional 
Development

- Increased employee and 
community awareness of Aboriginal 
and Torres Strait Islander culture and 
health related statistics 
(self-reported).

Service Improvement 
Coordinator

30 June 2021

Provide resources to staff to ensure that 
acknowledgement of country occurs at all West 
Wimmera Health Service meetings.

Communication 
and Engagement

- Greater than 80% compliance 
through Regular audits of West 
Wimmera Health Service meeting.

Executive Assistant to 
the CEO.

30 June 2020



Artwork by Norma Harrison, Nhill, 2018


