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Introduction
The Joint Select Committee on the Royal North Shore Hospital, a select committee of the 
Legislative Council, was established on 23 October 2007.

The Committee was established to inquire into and report on the quality of care received by 
patients at the Royal North Shore Hospital. The Joint Select Committee established the
following Terms of Reference.

1. That a joint select committee be appointed to inquire into and report on the quality of 
care for patients at the Royal North Shore Hospital, and in particular:
(a) clinical management systems at the hospital,
(b) the clinical staffing and organisation structures at the hospital,
(c) the efficiency, effectiveness and appropriateness of resource allocation and utilization 
within the hospital, and in particular the operation of the Emergency Department,
(d) the effectiveness of complaints handling and incident management at the hospital, and
(e) operational management of Royal North Shore Hospital in general but in particular, 
the interaction between area and hospital management as it relates to hospital efficiency, 
effectiveness and quality of care.
2. That the committee consider any strategies or measures in place or proposed for 
improving quality of care for patients at the hospital which may also benefit New South 
Wales’ public hospitals.
3. That any individual patient complaints identified in the course of the inquiry be referred 
by the committee to the Health Care Complaints Commission.
4. That notwithstanding anything contained in the standing orders of either House, the 
committee consist of eight members, as follows:
(a) three members of the Legislative Council, of whom:
(i) one must be a government member,
(ii) one must be an opposition member, and
(iii) Revd Mr Nile,
(b) five members of the Legislative Assembly, of whom:
(i) three must be government members,
(ii) one must be an opposition member, and
(ii) one must be a cross bench member.
5. That the members be nominated in writing to the Clerk of the Parliaments and the Clerk 
of the Legislative Assembly by the relevant party leaders and the cross bench members 
respectively within seven days of this resolution being agreed to by both Houses.
6. That Revd Mr Nile be Chair of the committee, and that the committee elect a Deputy 
Chair at its first meeting.
7. That, notwithstanding anything in the standing orders of either House, at any meeting 
of the committee, any four members of the committee will constitute a quorum, provided 
that the committee meets as a joint committee at all times.
8. A member of either House who is not a member of the committee may take part in the 
public proceedings of the committee and question witnesses but may not vote, move any 
motion or be counted for the purpose of any quorum or division.
9. That leave be given to members of either House to appear before and give evidence to 
the committee.
10. That the Committee report by Thursday 20 December 2007.

The Committee released its report on 20th December 2007 making a total of 45 
recommendations.  The Government gave a commitment to respond to the Committee in 
early 2008.  This document serves to provide a detailed response to each of the 
recommendations and outline the action initiated or planned to address the issues raised.  

In summary, the Government supports, or supports in principle, 43 of the 45 
recommendations.  
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Recommendation 1 has not been supported by the Government on the grounds that the 
Government has already established an independent Special Commission of Inquiry into the 
NSW Health System.  

On 24 January 2008 the Deputy NSW State Coroner handed down his findings into the death 
of patient Vanessa Anderson at Royal North Shore Hospital in November 2005.  The 
Coroner made no formal recommendations, but noted the work already done by Royal North 
Shore Hospital and the health system more broadly to make improvements.  However, the 
Coroner called on the Minister for Health to “consider a full and open inquiry into the delivery 
of health services in NSW”.  

The Government moved swiftly in response to establish a formal Special Commission of 
Inquiry and on the 29th January 2008, the Governor of NSW, Marie Bashir confirmed the 
Terms of Reference for the Special Commission of Inquiry into the delivery of patient care 
within the NSW public health system and the appointment of Peter Garling SC to lead the 
Commission.  Given this more formal Commission of Inquiry into the health system the 
Government does not support re-establishing the Joint Select Committee Inquiry into Royal 
North Shore.  The Commission of Inquiry will have far reaching powers and provides an 
opportunity to look closely at the way we deliver health services now and to identify the 
changes needed to ensure better patient care.

The Australian Triage System is an important clinical tool for ensuring that cases presenting 
to an Emergency Department are treated in appropriate order, with the most serious and 
potentially life-threatening conditions being treated first. These are decisions that should be 
left to clinicians to determine, not Governments. Therefore, Recommendation 11 has been 
noted and will be referred to the Australasian College for Emergency Medicine for further 
expert consideration.

The following pages provide a detailed response to each of the 45 recommendations 
outlining the Government action planned or underway to respond to the issues raised in the 
Committee report.
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Recommendation 1
That if there are any recommendations from the Coroner’s Report into the death of Vanessa 
Anderson that are within the terms of reference, the Parliament should consider re-
establishing this Committee for inquiry and report into these matters.

Response and Action
Not Supported
The NSW Government moved swiftly to establish a Special Commission of Inquiry into the 
delivery of patient care within the NSW public health system following a call on 24th January 
2008 by the Deputy NSW State Coroner for the Minister to “consider a full and open inquiry 
into the delivery of health services in NSW”.

The Coroner was handing down his findings into the death of Vanessa Anderson at Royal 
North Shore Hospital in November 2005.

In handing down his findings the Coroner made no formal recommendations, but noted the 
work already done by Royal North Shore Hospital and the health system more broadly to 
make improvements.

The establishment of this Special Commission of Inquiry provides an opportunity to look 
closely at the way health services are delivered now and to identify the changes needed to 
ensure better patient care into the future.

On the 25th January 2008 the Minister for Health announced that Peter Garling SC would 
lead the Special Commission of Inquiry into the delivery of patient care within the NSW public 
health system.

The Special Commission of Inquiry has been provided with the same powers as a Royal 
Commission.

There is already significant work underway to reform the public health system across NSW 
and the work of the Commission of Inquiry will add to that to ensure we have a health system 
which continues to provide first-class care.

The Commission of Inquiry will identify any systemic issues impacting on the delivery of 
acute care services and make recommendations about changes that will lead to 
improvements.

The Commission of Inquiry will look at existing models of care within NSW public hospitals -
specifically with regard to the supervision of junior staff, clinical note-taking and record-
keeping, and communication between health professionals - and recommend changes to 
improve the quality and safety of patient care.

Importantly, the Commission of Inquiry will identify those systemic issues which currently act 
as a barrier to good patient care and to find ways to overcome those barriers.

This is the first inquiry to look at the delivery of patient care across the state's public health 
system and it provides an opportunity to improve patient care right across NSW.

Individual patient complaints identified during the course of the Commission of Inquiry will be 
referred to the Health Care Complaints Commission for investigation.

The Commission of Inquiry is expected to report to the Governor of NSW by 31 July 2008.
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Special Commission of Inquiry - Terms of Reference
Under the authority of the Special Commissions of Inquiry Act 1983, Peter Garling SC has 
been authorised, as Commissioner, to inquire into and report upon the following matters 
concerning the delivery of acute care services in public hospitals in New South Wales:

1. any systemic or institutional issues in the delivery of acute care services in NSW 
public hospitals raised in submissions you receive that you consider appropriate for 
you to inquire into and recommend any changes which should be made to address 
them;

2. identify existing models of patient care used in the delivery of acute care services in 
NSW public hospitals with particular regard to case management including 
supervision of junior clinical staff, clinical note-taking and recordkeeping, and 
communication between health professionals involved in the care of a patient;

3. recommend any changes which should be made to the existing models of patient 
care identified under paragraph 1 to improve the quality and safety of patient care in 
NSW public hospitals;

4. identify any systemic impediments to the implementation of changes recommended 
under paragraph 3;

5. recommend any changes which NSW Health should make to overcome any 
impediments identified under paragraph 4; and

6. recommend any changes which NSW Health should make to ensure that its 
workforce policies and practices support improved models of patient care.

7. The Commissioner may have regard to developments arising from the National 
Health and Hospitals Reform Commission and other Commonwealth-State reforms in 
relation to Australian health care delivery, to the extent that they arise before the date 
for the delivery of his report.

The Commissioner is to refer any individual patient complaints identified in the course of his 
inquiry to the Health Care Complaints Commission.

The Commissioner may seek the advice of such eminent persons as he chooses to engage 
who have expertise in any one or more of medical practice, nursing practice, allied health 
practice, hospital management and such other areas as you consider appropriate. If the 
Commissioner desires, he may engage any such eminent persons from other States or the
Territories or from outside Australia. This does not limit the Commissioner's ability to employ 
any other assistance under section 13 of the Special Commissions of Inquiry Act 1983.

The Commissioner will as expeditiously as possible, but in any case on or before 31 July 
2008, deliver his final report of the results of his inquiry to the office of the Governor.

Pursuant to section 21 of the Special Commissions of Inquiry Act, it is declared that sections 
22, 23 and 24 shall apply to this Special Commission.

Recommendation 2
That NSW Health expedite the work of the Emergency Department Workforce Reference 
Committee and the Ministerial Taskforce on Emergency Care in establishing optimum levels 
for Emergency Department workforces, including specialists, registrars and nurses, who are 
currently working in Emergency Departments.

Response and Action
Supported
In recognition of the pressures facing Emergency Departments across the state, the Minister 
for Health established the Emergency Care Taskforce in October 2007 to address key issues 
including increasing patient numbers, workforce pressures and improving communication 
with hospital management. 



INQUIRY INTO ROYAL NORTH SHORE HOSPITAL NSW Government Response

7 of 39

The Emergency Department Workforce Reference Committee has already begun 
progressing this issue. At its first meeting on 8 November 2007, the Committee made a 
number of recommendations that were reported to the Ministerial Taskforce on Emergency 
Care.  These included an agreement to review emergency medicine staffing numbers with 
consideration of Emergency Department staffing profiles outlined in national and international 
reports for emergency departments.  

Other agreements included a review of emergency medicine trainee networks; initiatives to 
help attract, recruit, orientate and retain emergency physicians; a review of selected 
management policies and the inclusion of emergency physician input into management 
decisions.  Work is in progress within NSW Health on all of these specific items.

In late November 2007, the Minister for Health announced a $30 million funding package to 
relieve pressure in public hospitals. The package included:
An extra 150 acute care beds for hospitals which have experienced high levels of 

growth in demand;
More than $3.6 million in 2007/08 for 22 additional emergency specialist positions to 

support busy emergency departments; and
A campaign to support recruitment of medical staff to areas of shortage, including 

dedicated local support, targeting emergency and mental health.

The Emergency Care Taskforce and Workforce Reference Committee provided advice on 
allocation of these and a further 13 additional Emergency Medicine specialist positions, as 
well as in the allocation of the additional resources. The allocation has meant an increase of 
over 14% in the number of funded emergency specialist positions in NSW hospitals since 
June 2007. 

As part of agreeing a preferred staffing profile, the Emergency Department Workforce 
Reference Committee held a full-day workshop on 11 February 2008 to further consider:
 a preferred staffing profile for Emergency Departments;
 actions to support a change in culture and environment influencing Emergency 

Department staff; and
ways to attract and retain a viable Emergency Medicine Specialist and trainee 

workforce in NSW, informed by the approach in other jurisdictions

In addition to supporting Emergency Department staff to care for patients, NSW Health has 
been working across the system to recruit and retain doctors, nurses and allied health 
professionals across numerous speciality areas:

Between 2003 and 2007, we have seen an increase in the number of medical staff by 
approximately 20%, nursing staff by approximately 18% and allied health professionals up by 
approximately 17%.
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Recommendation 3
That NSRHS review the number of Clinical Nurse Educator positions available within RNSH 
Emergency Department, including comparison with peer hospitals, to determine the 
appropriate number of additional positions, and begin recruitment action to fill those positions 
immediately.

Response and Action
Supported in principle
The NSW Government recognises the important role that Clinical Nurse Educators play in 
supporting nurses in their work and maintaining standards of safety and care in all areas of 
our hospitals, including Emergency Departments.

A review into the role of the Clinical Nurse Educator within the Emergency Department at 
RNSH is currently being undertaken by the NSCCAHS to ensure that the role meets patient 
and staff needs, and is adequately resourced. This review will include comparisons with peer 
hospitals and will report in March 2008.  

Should the review find that additional Clinical Nurse Educators are required, the Area Health 
Service will act promptly to ensure those positions are suitably filled. 

The NSW Government also has a broad range of recruitment and retention strategies in 
place to encourage experienced nurses back into the system to further support our existing 
nursing workforce.  These include ongoing implementation of the following NSW Health 
Policy Directives:
Flexible work practices - PD2005_087
Mature aged workforce policy - PD2005_137

In addition, NSCCAHS was one of two Area Health Services to contribute and participate in 
the 'mature workforce retention project', led by the Office for Ageing, Department of Ageing 
and Disability and Home Care and the NSW Premier's Department in February 2006.  The 
aim of this project is to develop strategies to retain mature aged workers.  Results of this 
project have led to the NSW Government developing the 'Sage Centre' internet site 
[www.sagecentre.nsw.gov.au] specifically for managers to access resources to assist in 
retaining mature aged workers.

Most recent reports indicate that 97 nurses have been successfully recruited to vacancies at 
RNSH in the past four months. And to further boost nursing workforce numbers, a record 128 
nursing graduates commenced work at RNSH on 14 January this year. These professionals 
will play an important part in easing the pressure which has been recently reported. 

Recommendation 4
That NSCCAHS, as part of their role in the development of an Area clinical services plan, 
work with senior clinicians to determine if the RNSH needs additional beds.

Response and Action
Supported in principle
The NSW Government recognises the need to finalise a Clinical Services Plan for the 
Northern Sydney Central Coast Area Health Service as a matter of priority. The Minister for 
Health has specifically instructed the Chief Executive to have a Plan in place by April/May 
2008.
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The Chief Executive has made clear his commitment to ensure that this is done properly and 
in collaboration with senior clinicians. A review of bed numbers at RNSH will be a priority 
task.

To this end, a comprehensive bed modelling and configuration exercise commenced in 
November 2007, for all acute and sub-acute facilities within NSCCAHS, as part of the 
development of a clinical services plan. Feedback is being sought from clinicians, including 
the RNSH Clinical Reference Group, prior to the exercise being concluded.

This exercise examines historical utilisation of beds by specialty and ward, thereby 
determining historical maximum and minimum utilisation across 12 months. This base will 
then be used to model recommended service changes that arise from the Area clinical 
services planning exercise. It will also factor in changes in service delivery methods such as 
the introduction of new technologies and increasing day surgery rates. This will then 
determine if facilities and/or specialties within facilities require additional beds in the short 
and medium term.

This first phase of the exercise is due for completion by the end of February 2008.

Recommendation 5
That NSCCAHS monitor and publicly report on the impact of the additional beds and 
implementation of the clinical services plan on access block at RNSH.

Response and Action
Supported
On 15 November 2007, the Minister for Health announced a $30 million package to ease the 
pressure being experienced in the state’s busiest Emergency Departments. The package 
included funding for an extra 150 acute care beds for hospitals which have experienced high 
levels of growth in demand, including 12 new beds for RNSH.

The impact of numerous strategies on emergency access performance will be measured 
daily, reported weekly to the NSCCAHS’s management team, and reported to the Area 
Health Advisory Council (AHAC) monthly. In addition, reports will be made publicly available 
through the Annual Report.

There are many aspects of the Area’s clinical service plan that will contribute to improved 
performance. Once the plan is complete, regular monitoring of performance against 
implementation strategies will take place to assess the impact of the plan on the key 
performance indicators.

Redesign in the way that care is delivered has changed the way that beds are used. For 
example, use of extended day only for surgery and initiatives delivering previous inpatient 
care in the home and community mean that inpatient lengths of stay have been reduced.  
Patient care is no longer tied to a physical bed. Care is now delivered in a flexible way in a 
variety of settings.  Demand needs will be met with a combination of additional physical 
resources and redesigned clinical care.
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Recommendation 6
That NSW Health work with Area Health Services to analyse the relationship between bed 
occupancy rates and access block in hospitals across Area Health Services, to identify those 
practices and procedures that increase the effectiveness of hospitals in addressing access 
block.

Response and Action
Supported
According to the Auditor-General's Report to Parliament 2008 Volume One the NSW public 
health system continues to perform at or above the national average for almost every 
performance indicator.  The Auditor-General's report reinforced the Productivity 
Commission's Report on Government Services 2008, which found that NSW residents have 
greater access to hospital beds and benefit from more government expenditure on health 
services per person than the national average.  The Productivity Commission's Report on 
Government Services 2008 found that NSW has the second highest bed availability rate, with 
2.9 public hospital beds available per 1,000 population.  Importantly, bed numbers in NSW 
were higher than most other states and higher than the national average for major cities as 
well as regional, rural and remote areas.

The Auditor-General's report found that NSW exceeded the national average for the 
treatment of emergency department patients in Triage categories 1, 2 and 4. NSW met the 
national average for Triage category 5, and while the state's performance in Triage category 
3 was slightly below the national average it had improved on the 2005/06 report.

The Auditor-General's Report to Parliament 2008 Volume One acknowledges the significant 
improvements that have been made over the past few years and shows that NSW has been 
able to maintain its strong performance despite a 6.5 per cent increase in emergency 
department attendances.  The $30 million emergency department package announced by 
the Government in November 2007 provided an additional 35 emergency specialists and an 
extra 150 acute hospital beds on top of the 100 hospital beds funded in the record $12.5 
billion 2007/08 Health Budget

In 2004 and 2005 NSW Health implemented the Sustainable Access Plan to increase the 
number of hospital beds and bed equivalents and to redesign how care was delivered to 
patients by frontline clinicians. 

This Plan is designed to tackle the major pressure points that contribute to unnecessary 
delays in patient journeys.  

The Plan involves the improvement of community and hospital processes to relieve patient 
delays, such as:
 emergency admission performance
 off-stretcher time
 triage times
 surgical waiting times 
 hospital stays.  

In 2005/06 an investment of $227 million was made to open 800 new public hospital beds 
and bed equivalents as part of a major plan to increase the capacity of the NSW public 
hospital system.
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In 2006/07 additional funds were allocated for a further 426 beds and bed equivalents, 
including $10 million for new Intensive Care Unit (ICU) beds and cots. 

In the 2007/2008 State Budget, $54 million dollars was allocated for improved access to 
hospital and community based treatment through 456 community based bed equivalents and 
hospital beds including a further $6 million for new Intensive Care beds and three neonatal 
intensive care cots.

This continued investment will ensure our doctors, nurses and allied health professionals are
supported to continue to respond to the increasing pressures on the health system driven by 
an ageing population, longer life expectancy, increasing consumer expectations and 
technological change.

However, it is acknowledged by management and clinicians alike that adding bed capacity 
on its own will not solve the service delivery challenges in our public hospitals. 

Redesigning the processes involved in delivering safe and quality care for patients is 
necessary to overcome restraints to the efficient and safe delivery of patient care.

The Clinical Service Redesign Program involves the re-engineering of numerous processes 
in our health system in order to create a seamless patient journey.  One of the major focuses 
of the Program is to identify examples of good practice and ways to adapt and implement 
them across Area Health Services.

The Program’s aim is to improve both patient and staff experiences throughout the patient’s 
journey.

There have been improvements across all Area Health Services involved in this Program.

All Area Health Services in New South Wales are achieving performances for patient flow 
that are considered “best practice” in the State. 

Results to date are the best in the last three years. These include:
More elective surgery is being performed.  97,844 patients underwent elective 

surgery procedures in the six months to December 2007.
 Long wait patient numbers have been significantly reduced.  There were only 16 long 

wait patents waiting for surgery as at December 2007 with an expectation that this 
figure will have been reduced to NIL long waits by February 2008.

Ambulance performance is steadily improving.  Ambulance transports were up 8.7 
per cent for the six months to December.  That equates to one ambulance response 
every 30 seconds somewhere in NSW.

Emergency Department Triage Performance has significantly improved in the last 12 
months. This is against a backdrop of an increase of a significant increase in 
attendance to Emergency Departments.  In the six months to December 2007 
965,777 people were treated in Emergency Departments - a 6.5 per cent increase in 
Emergency Department attendances on the previous year.

This Government has already invested $49 million in the new Clinical Service Redesign 
Program to improve patient flows and patient experiences.
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A further $22 million is to be invested in the implementation and sustainability of the Program 
over the next year.

Over 70 projects have commenced in all Area Health Services, Ambulance Service of New 
South Wales and the Children’s Hospital at Westmead since July 2005 as part of the Clinical 
Services Redesign Program.   

All redesign projects are designed to maximise hospital capacity to improve efficient flow of 
patients through existing bed base to an occupancy of less than ninety percent

Recommendation 7
That NSRHS work with NSCCAHS to immediately review:
- Bed management practices and nurse workloads to ensure that all existing beds are used 

as efficiently as possible, drawing on any good practice examples from other hospitals or 
Areas.
- Discharge practices to ensure that beds are made available as quickly as possible, 

drawing on any good practice examples from other hospitals or Areas.
- Communication practices between Departments within the hospital to ensure timely 

transfer of patients between wards and operating theatres.

Response and Action
Supported
The NSW Government recognises the importance of bed and staff management in ensuring 
the most efficient use of health resources. There are a lot of examples of good practice in our 
hospitals, and hospitals can always learn from each other.

At its meeting in November 2007, the Clinical Reference Group agreed to undertake a bed 
reconfiguration exercise at RNSH. This will entail a review of bed utilisation by clinical 
speciality, to ensure that the configuration and numbers of beds – by ward – are appropriate 
to those speciality demands, and configured in such a way as to facilitate the most efficient 
means of clinical delivery.

This is being undertaken in addition to the Continuing Care Tool, which was implemented in 
July 2007. The Continuing Care Tool identifies, on an hourly basis, the date and time of 
discharge planned for each patient, what referrals have been made, and any delays in 
transfers of care. 

The estimated date of discharge (EDD) is identified above each patient’s bed. This 
information allows the patient, the family and carers to identify, from the time of admission, 
when the patient is expected to be discharged and keeps the staff focused on the patient’s 
discharge plan. 

It is also planned that by the end of June 2008, a patient’s estimated time of discharge will 
also be identifiable. A modelling exercise carried out in 2007 identified that by discharging 
patients by midday there is an opportunity to increase available bed capacity on a daily 
basis. 

The Reasonable Workload Tool has been in place since August 2006 at RNSH. The Tool is 
the application of a formula derived from Diagnosis Related Groups (DRG) information that 
measures a nursing intensity for each patient who passes through a ward. This "weighted" 
figure is converted into nursing hours required to provide care for a patient. The tool then 
determines the required number of nursing hours (and nurses, assuming each nurse works 
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an 8 hour shift) to provide a reasonable workload. This can be applied to all general medical 
and surgical wards in all public hospitals and assumes that "like" patients are cared for by the 
same allocation of staff and this is a fair and reasonable workload for each nurse.

A regular monitoring committee is in place at RNSH supported by the Director of Nursing and 
Midwifery. At the time of the implementation it was agreed that the numbers of nurses at 
RNSH were correct overall, with some local adjustments required.

With regard to discharge practices, the Continuing Care Tool has focused all staff, but in 
particular nursing staff, on their role in respect to the discharge of their patients.

A ‘pull strategy’ has been in place at RNSH since September 2007, which ensures that no 
bed remains empty for more than 30 minutes while patients are waiting for admission. 

The Acute Post Acute Care program has staff in place to identify suitable patients for referral 
to their Hospital At Home program. A weekly multidisciplinary ward round led by a consultant 
geriatrician takes place to review all patients that have extended length of stay. This practice 
commenced at RNSH in November 2007.

Rehabilitation coordinators from the Affiliated Health Organisations provide an in-reach 
service to assist in identifying suitable patients for referral.

The solutions phase of the Clinical Service Redesign Surgical project implementation, which 
concluded in October 2006, recognised the need to focus on communication between 
operating theatres and wards. 

A gap was identified in relation to communication for the surgical patient journey and 
solutions were designed and implemented to address this. Some of the strategies being 
implemented at RNSH include:
 the development of strategies to streamline care delivery processes and 

communication within the multidisciplinary team
 incorporating discharge management processes into care pathways – including the 

implementation of Estimated Dates of Discharge
 the development of a whole of hospital approach to improve access for patients and 

the establishment of a patient flow unit
 the introduction of a computer system to the theatres in line with the rest of the area 

health service to allow interface between the electronic medical record programme 
and theatres. This has increased the visibility of information between theatres and the 
surgical wards and booking units to enhance communication

 the introduction of an acute / elective orthopaedic model of care with quarantined 
beds and theatre time managed by orthopaedic surgeons

 the implementation of an area wide ‘referral for admission’ form at RNSH to 
standardise communication practices across the area.

As a result of these initiatives, there is an ongoing, tangible improvement in communication 
both within and across departments at RNSH.

A review will be undertaken by April 2008 to ensure that all the recommendations remain 
embedded. 



INQUIRY INTO ROYAL NORTH SHORE HOSPITAL NSW Government Response

14 of 39

Recommendation 8
That the NSW Government prioritise discussions with the Australian Government to ensure 
sufficient aged care places are available in the Northern Sydney area specifically and in the 
State more generally, to assist with safe and timely discharge of elderly patients.

Response and Action
Supported in principle
The new Australian Government has identified the reform of health care as a priority and has 
signalled its commitment with a $2 billion investment. As part of that process, the Australian 
Government has indicated that it will prioritise reform of the transition of frail elderly people 
from hospitals to residential aged care. 

The NSW Government is committed to working constructively with the Australian 
Government to ensure that the people of NSW get the best possible outcome from upcoming 
Australian Health Care Agreement negotiations, for both public hospitals and the broader 
health care system, including where health care intersects with aged care.

It is important to note that the allocation of aged care places by the Australian Government is 
guided by an equity-based planning ratio applied to defined geographical areas.  
Commonwealth decisions to approve new places are also informed by an evaluation of the 
applications received by the Commonwealth from aged care providers.

The Australian Government has historically treated as confidential information about the 
availability of aged care places in different parts of NSW, compared to the number identified 
as required according to the Commonwealth planning ratios.  However, the NSW Minister for 
Health will write to the Federal Minister for Ageing specifically requesting this information, 
and arguing strongly for an increase in the number of approved aged care places in all areas 
where there is evidence of poor access.

Recommendation 9
That NSW Health prioritise discussions with providers of rehabilitation services to ensure 
sufficient rehabilitation outpatient services are available in the RNSH redevelopment and that 
further non-acute inpatient care is available for patients who are ready to be discharged from 
RNSH.

Response and Action
Supported
Rehabilitation services are recognised as an important link in many patients’ journeys to 
recovery. 

Performance Agreements are currently being developed between NSCCAHS and two 
Affiliated Health Organisations (AHOs), both of whom provide rehabilitation and sub-acute 
services, to fully identify the needs of the Area’s patient population. Performance 
Agreements will be signed by 1 July 2008 in line with the expiration of the current three year 
agreement.

As part of each Agreement, new service specifications that will determine NSCCAHS needs 
for rehabilitation services from these AHOs are to be developed. The exact content of the 
Agreements is currently dependent upon the completion of the Area’s clinical services plan. It 
is anticipated that any plan will include rehabilitation services being provided on the new 
RNSH campus.
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Recommendation 10
That NSW Health change the terminology in use in Emergency Departments signage, by 
using the term ‘patient priority’ in place of ‘ triage’.

Response and Action
Supported in principle
The NSW Government recognises that people who attend Emergency Departments are often 
very stressed and/or frightened, and is committed to doing what we can to ensure that that 
experience is as easy to negotiate as possible.

However, triage is an essential function of an Emergency Department, and must be the first 
interaction a patient has in the Emergency Department. Its aim is to ensure that patients are 
treated in an appropriate stream of clinical urgency, which refers to the need for a time 
critical intervention. This ensures that the most serious and life threatening illnesses or 
injuries are treated first.

The Australasian College for Emergency medicine have in place a policy document which 
outlines criteria for Emergency Department signage. 

The Hughes/Walters report into the events surrounding Ms Jana Horska made a number of 
recommendations about the Emergency Department environment, including signage, 
language and communication. 

As a result, NSW Health has developed an implementation plan to work through relevant 
recommendations with the aim of making the Emergency Department environment more 
supportive for patients and staff. These include:
 Incorporating recommendations from the Hughes Walters Report into a review of the 

Technical Services 2 (TS2) Document – Sign Posting as appropriate. This 
collaborative work will entail an audit of signage across NSW, followed by a review of 
the sign posting requirements for NSW Public Health facilities and revision of the TS2 
– Sign Posting document.

Throughout 2008, directives will be made to the Area Chief Executives regarding the 
standardisation and improvement of signage in NSW Health facilities. Alterations 
according to the updated TS2 document will then take place in the second half of 
2008. 

A facility self-assessment of environmental factors in all EDs will provide NSW Health 
with information regarding what resources are currently available in the Emergency 
Department, in what form and if they are distributed to patients. 

Results of this detailed assessment will result in the development of standardised 
templates for essential information provided in Emergency Departments. (e.g. 
Australasian Triage Scale (ATS) waiting times and categories, staff roles). These are 
scheduled to take effect in May 2008.  

Consumer representatives are being engaged as advisors to determine exactly what signage 
and information should be available in EDs. The Hughes/Walters Working Party has an 
active consumer representative who is involved in advice, review and development of 
solutions to address implementation requirements. In addition, it is envisaged that all Area 
Health Services will engage consumer representation as part of recommendation 
requirements.



INQUIRY INTO ROYAL NORTH SHORE HOSPITAL NSW Government Response

16 of 39

An Emergency Department signage review was undertaken as part of an Emergency and 
Access redesign project undertaken at RNSH September-November 2007.

These initiatives and subsequent implementation changes were undertaken collaboratively 
between RNSH Emergency Department staff and Area Health Service consumer 
representation. 

It is envisaged that, collectively, these initiatives with an increased focus on the patient 
experience will make a considerable difference. There will be ongoing monitoring of their 
benefits.

See Appendix A - Australasian College of Emergency Medicine policy document for 
Emergency Department signage

Recommendation 11
That the NSW Government seek to initiate a national review of the Australian Triage System 
categories in relation to women presenting to Emergency Departments with signs of 
miscarriage, to ensure they are appropriate.

Response and Action
Noted 
The Australian Triage System is an important clinical tool for ensuring that cases presenting 
to an Emergency Department are treated in appropriate order, with the most serious and 
potentially life-threatening conditions being treated first. These are decisions that should be 
left to clinicians to determine, not Governments. Therefore, Recommendation 11 has been 
noted and will be referred to the Australasian College for Emergency Medicine for further 
expert consideration.

However, the NSW Government has already acted in recognition of the trauma suffered by 
Ms Jana Horska as a result of her experience of miscarriage at RNSH. On 26 September 
2007, the Minister for Health commissioned Professors Cliff Hughes and William Walters to 
undertake an inquiry into maternity emergency care.

In response to recommendations made in the Hughes/Walters report NSW Health 
commenced development of an implementation plan to deliver a comprehensive response 
for women with problems in early pregnancy; a response that supports women, offers dignity 
and privacy. 

In November 2007, the Minister announced a new investment of $4.5 million to provide 
improved care for women in the early stages of pregnancy. Initiatives include:
 new Early Pregnancy Units co-located with Emergency Departments, and staffed by 

appropriately trained nurses, Clinical Initiatives Nurses and Nurse Practitioners. 
These Units will provide specialised care for women who present to EDs with 
threatened miscarriage, or who have miscarried

 a network of Early Pregnancy Assessment Services to provide scanning, diagnosis 
and management planning as an alternative to EDs for women experiencing non-
urgent problems in early pregnancy

 access to expanded antenatal clinics at 47 rural and remote hospitals
 14 new portable ultrasound scanners
A designated 24/7 phone advice line staffed by consultant midwives.
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 $450,000 in new funding is being provided to the Alliance of Divisions of General 
Practice to work with NSW Health in implementing expanded services.

Recommendation 12
That details of progress in implementing changed procedures for the assessment and 
treatment of women in the early stages of pregnancy presenting to Emergency Departments 
with signs of miscarriage and the establishment of Early Pregnancy Units be reported upon 
in the next Annual Report of NSW Health.

Response and Action
Supported
As noted in response to recommendation 11, the NSW Government accepted the 
Hughes/Walters report and the recommendations into the treatment of women attending 
Emergency Departments with problems in early pregnancy. A comprehensive response is 
currently being rolled out across the state with advice from the Emergency Care Taskforce, 
the Maternal and Perinatal Health Priority Taskforce and the Critical Care Health Priority 
Taskforce.

Progress on the rollout will be included in the next annual report of NSW Health.

Recommendation 13
That NSRHS, as an urgent priority, ensure that all recommendations from the 
Dalton/Meppem review into bullying and harassment are fully implemented.

Response and Action
Supported
The NSW Government welcomed the findings of the Dalton/Meppem “Royal North Shore 
Hospital Review of Work Place Culture and Allegations of Bullying and Harassment” when it 
was released in September 2007, and accepted all of its recommendations. All of the 
recommendations have been substantially implemented.

NSCCAHS and RNSH developed an action plan following the release of the Dalton/Meppem 
Report. This action plan is currently progressing and is due for completion by end of June 
2008. The following actions are complete as at January 2008:
The report and prepared action plan has been distributed widely across RNSH and 

communication from the Chief Executive and General Manager has reinforced 
NSCCAHS’s zero tolerance to bullying and harassment and the importance of 
reporting this behaviour and thanking staff for their assistance in the review.

Revised information documents on bullying and harassment and complaints and 
grievances have been distributed to RNSH staff

Training sessions have been delivered to managers on bullying and harassment and 
these will continue in 2008, with 172 Managers having received training as at 31 
December 2007.  A further 130 will undertake training in 2008.

The unions have been advised of the action being taken by RNSH and a NSW 
Nurses Association sub-branch has been re-established.

A cross discipline taskforce has been established.
Human Resources staffing at RNSH was enhanced on a temporary basis using 

senior Human Resources staff from across the Area Health Service in 
November/December 2007 to manage outstanding allegations of bullying or 
harassment.  These staff have now returned to their substantive positions and 
recruitment action is underway to fill permanent and temporary vacancies at RNSH.
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Employment Assistance Program services were advertised and made available to all 
staff through increased distribution of pamphlets and posters at RNSH.

The Workforce Advisory Committee has responsibility for the implementation of the action 
plan across NSCCAHS.

Recommendation 14
That NSCCAHS advertise the role of the Professional Practice Unit more widely across the 
Area.

Response and Action
Supported
The Professional Practice Unit was established at RNSH in October 2007, to conduct 
transparent and objective investigations into serious complaints and grievances by staff and 
patients. It is headed by one of Australia’s most reputable complaints handlers, Ms Mary 
Dowling.

It is understood the Unit has been very well received at RNSH, which is where it is focusing 
its work at present. The Unit will broaden its focus in the near future and implementation of 
recommendation 14 will assist in ensuring that the work of the Unit is publicised widely.

To date, a Professional Practice Unit brochure has been developed and has been distributed 
at all NSCCAHS facilities. 

An Area Professional Practice Committee has also been established to communicate and 
discuss serious clinical/staff management issues being investigated or managed, with the 
inaugural meeting being held in December 2007. 

A presentation on the role of the Unit will be delivered across NSCCAHS during March 2008.

It is worth noting that PPUs and Clinical Governance Units (CGUs) have been established 
across the NSW Health system since 2000. All Area Health Services, the Children’s Hospital 
at Westmead and Justice Health have well established Clinical Governance Units.  These 
Units are responsible for area wide clinical governance and compliance with professional 
practice, standards and policy.

See Appendix B - Professional Practice Unit brochure

Recommendation 15
That NSCCAHS review human resources staffing across the area.

Response and Action
Supported
The Chief Executive of the NSCCAHS has established an action plan to review human 
resources staffing across the Area Health Service.  The action plan will be oversighted by the 
Area Workforce Advisory Committee. A number of initiatives are already underway, 
including:
 recruitment action has commenced for funded vacancies within the Human 

Resources Directorate.
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 a template for a benchmarking exercise within other public sector health facilities, 
both within NSW and interstate, has been developed.  Contact has been made with 
other area health services and potential interstate partners to participate in the 
exercise.  

 definitions have been developed to enable benchmarking within the functions of 
human resources.  

 a questionnaire is being developed to survey customers internal to NSCCAHS in 
relation to the expectations and the functions and service standards of the Human 
Resources Directorate. 

Recommendation 16
That management, clinicians, nurses and other staff at RNSH and across NSCCAHS commit 
as a matter of urgency to the development and implementation of a new Area Clinical 
Services Plan by April 2008.

Response and Action
Supported
An Area Clinical Services Plan is the foundation on which service developments, capital 
asset plans and workforce plans are derived and, as such, is an integral element of a 
successful Area Health Service.

Upon appointment of the new NSCCAHS Chief Executive Officer in October 2007, the 
Minister for Health sought a commitment that he would develop an Area Clinical Services 
Plan within a six month timeframe. A Clinical Strategy Group was convened in December 
2007 to take the lead on this important project.  The Group has as its primary objective ‘to 
recommend to the Chief Executive the direction for clinical services within NSCCAHS, over 
the next ten years, by 30 April 2008’.

The Clinical Strategy Group is chaired by an independent clinician and comprises 21 
clinicians from across the Area. 

On the advice of the Area Health Advisory Council, the local Health Service Community 
Participation Committees will be providing initial feedback on seven of the specialty plans. 
Formal community feedback will be sought on the draft Area Clinical Services Plan when it is 
closer to finalisation.  

The Clinical Strategy Group has met four times and has already considered four specialty 
plans. The Group will meet a further 10 to 12 times over the next three months.

See Appendix C - Terms of Reference NSCCAHS Clinical Strategy Group

Recommendation 17
That NSRHS as a matter of urgency develop its own clinical services plan by April 2008, with 
appropriate system-wide policies and guidelines for the management of patients, resources 
and personnel.

Response and Action
Supported in principle
While recognising the importance of a clinical services plan for the North Sydney Ryde 
Health Service, the North Sydney Central Coast Area Health Service Clinical Services Plan, 
due for completion in April 2008, will determine the future role delineation of the Royal North 
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Shore and Ryde Hospitals. It is, therefore, more appropriate for the NSRHS to develop a 
detailed operational plan following the approval of the Area clinical services plan. Such a 
Plan will assist Royal North Shore and Ryde Hospitals identify how best they can work 
together.

System-wide policies and guidelines for the management of patients, resources and 
personnel are equally important for all Health Services. However, these do not form part of a 
clinical service plan. These are developed to ensure appropriate clinical governance of the 
services that are provided, and are developed through separate processes that incorporate 
appropriate clinical governance frameworks.

A Clinical Governance Framework exists at an Area, health service and hospital level to 
develop and implement policies and guidelines on the clinical management of patients, 
resources and personnel. Once the NSRHS operational plan is in place the existing policies 
and guidelines will be reviewed and updated as required.

All relevant policies and guidelines will be reviewed by the end of December 2008.

Recommendation 18
That NSRHS urgently review the implementation of the recommendations of the review of 
surgical services at RNS and Ryde Hospitals undertaken by Dr Denis King entitled ‘RNS and 
RHS Surgical Services Review’, dated September 2004, and make the review results public.

Response and Action
Supported
Dr Denis King’s 2004 review of Royal North Shore and Ryde Hospitals’ surgical services 
made a number of important recommendations which were very well received.

The Clinical Reference Group, established by the new NSCCAHS Chief Executive in October 
2007, has identified that recommendations arising from the review undertaken by Dr King in 
2004 had not been implemented. 

An update on progress against the recommendations was prepared and presented to the 
Clinical Reference Group. A number of outstanding issues were identified as requiring further 
action. These will now be taken forward with the Clinical Reference Group playing an 
advisory role to the Chief Executive on how and to what degree each of Dr King’s 
recommendations might be implemented in the context of NSRHS.

Recommendation 19
That NSCCAHS and NSRHS, together with clinicians, nursing staff and ancillary staff at 
RNSH, set an urgent three-year objective of returning RNSH to the top echelon of hospitals 
in New South Wales, as measured by the Australian Council of Healthcare Standards.

Response and Action
Supported
Royal North Shore is a world-class teaching institution with exceptionally high health care 
standards.  Nonetheless, it is recognised that more needs to be done to improve 
management and relationships within the hospital.

The NSW Government supports moves to encourage all staff at NSRHS to work together to 
ensure that previous, primarily administrative, issues of accreditation are resolved. 
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RNSH is due for an organisation-wide Australian Council of Health Standards (ACHS) survey 
mid 2009.  RNSH currently meets all standards and has developed a quality action plan to 
further enhance its accreditation status.  The development and implementation of this quality 
action plan is through the divisional structure, with strong clinical engagement and 
governance by the RNSH/Ryde executive. 

In order to meet ACHS functions, standards and criteria, the RNSH governance structure 
incorporates six committees: continuum of care, environmental health and safety, information 
management, human resources, incident and risk management, and leadership and 
management. 

In addition to these committees, an accreditation working group has been formed to support 
the process for the RNSH organisation-wide accreditation survey mid 2009. The membership 
of this group includes RNSH clinicians who are ACHS surveyors and the chairs of the six 
committees. 

Recommendation 20
That NSRHS fulfil its commitment to ongoing engagement with clinical staff at RNSH, 
including through the new Clinical Reference Group, to ensure appropriate high-level input 
from senior clinicians in the governance and management of the hospital.

Response and Action
Supported
There is a strong recognition of the importance of clinical leadership in governance and 
management of RNSH, but also a recognition that this has not always been afforded the 
priority it deserved in recent times. The NSW Government fully supports moves by the new 
Chief Executive of NSCCAHS to rebuild relationships with clinicians and ensure that they are 
fully engaged.

Recent committees established by the Chief Executive, including the Clinical Reference 
Group, the Nursing Taskforce and the Clinical Strategy Group, are examples of this 
commitment. 

Clinical leadership at RNSH works within a framework of divisional groupings of medicine 
and aged care, surgery and anaesthesia, and women’s and children’s health.  This structure 
has seen increasing involvement and commitment of clinicians in the management of clinical 
and financial accountabilities. 

Regular meetings are held by the clinical director, divisional manager and operational nurse 
manager with all heads of departments within divisions. A RNSH/Ryde Health Service 
Executive Committee is the overarching management committee for all organisational 
matters relating to clinical, administrative, financial, and planning. 

The three divisions are represented clinically on this committee by the clinical directors, 
director of nursing and midwifery services and director of medical services and senior allied 
health advisor.  All other committees link to this peak committee in the governance and 
management of RNSH.  In addition the Area and the general manager regularly meet with 
the Medical Staff Council of RNSH.
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Recommendation 21
That NSRHS ensure that senior clinicians are involved in the planning process for 
redevelopment of RNSH through formal mechanisms such as the Clinical Reference Group.

Response and Action
Supported
The $732 million Royal North Shore Hospital & Community Health Services redevelopment is 
the largest health capital works project in NSW.

On completion, the redeveloped RNSH will offer a new acute services facility, a Community 
Health Centre and refurbishment to some existing buildings, providing:
 462 acute beds to complement the 124 beds provided within the already completed 

Douglas Building
 40 acute mental health beds
Additional chemotherapy and renal dialysis chairs
Enhanced diagnostic services and ambulatory care services
A total of 18 operating rooms and 11 procedure rooms.

The Royal North Shore Hospital and Community Health Services redevelopment project 
values stakeholder input and, to this end, has conducted an extensive program of 
consultation and communication.

Significant consultation has occurred in relation to early enabling works conducted on the 
RNSH site.

An extensive user group program has been established to involve all stakeholders in the 
planning and design of the new research and education building. User groups are currently 
focusing on change management issues, operational commissioning of the building and 
decanting to the building. 

User consultation regarding health planning and models of care for the acute services 
building and community health building has been ongoing since 2002.   There has been a 
high degree of clinician involvement in formal planning groups and in structured briefings. At 
least 10 separate consultative processes (some still current) have been undertaken to 
engage all users. 

A new Executive User Group, with senior clinical representation, has been established. The 
Executive User Group will provide expert clinician and management decision-making on 
resolving issues arising from all phases of the project until commissioning of all facilities is 
complete. The group will also facilitate and engender other clinician and stakeholder support 
for the project as required and continue throughout the design and construction 
documentation phases of the project.

The Clinical Reference Group, chaired by NSCCHS Chief Executive, also provides expert 
clinical advice to the redevelopment via the Executive User Group.

The Research & Education Building Project is due for building completion in August 2008 
with functional completion and decanting in October 2008.

The Acute Services Building and Community Health Building tender assessment is well 
advanced with a preferred proponent and recommendation to NSW Government 
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programmed for April/May 2008.  Contractual and financial close is programmed for 
July/August 2008.  The project is programmed to potentially complete in 2014.

Recommendation 22
That NSRHS review the management structure of the RNSH to ensure appropriate tasks are 
undertaken by appropriately trained staff, with a particular view that directors should be able 
to focus on the delivery of clinical services.

Response and Action
Supported
It is recognised that the current divisional structure remains in its infancy and that further 
refinement may be required to maximise management focus. The new Chief Executive has 
recently established structures, including the Clinical Reference Group, the Nursing 
Taskforce and the Clinical Strategy Group, to engage properly with clinical staff at RNSH to 
get this right. The Chief Executive has the full support of the NSW Government in achieving 
this.

A benchmarking exercise is planned to take place to compare the RNSH structure with that 
in place in peer group hospitals. Anomalies will be identified through this benchmarking 
exercise and changes will be made to the structure where they are considered appropriate 
and constructive.

Recommendation 23
That the management of NSRHS review and modify the changes to nurse reporting 
structures implemented in 2006, in order to provide an operational voice for nurses in 
executive decisions.

Response and Action
Supported
The NSW Government recognises and values the vital role that nurses play in our public 
health system which is why NSW nurses are the highest paid in Australia. Nurses can 
provide valuable input in executive decisions, and changes are already being put in place to 
ensure that they have a strong voice on nursing matters.

One of the first tasks of the new Chief Executive of NSCCAHS was to establish a Nursing 
Taskforce to ensure that nurses have high level input on matters that affect them. The 
Taskforce is developing an Action Plan which will be implemented.

The Chief Executive has also increased the responsibility of the Director of Nursing and 
Midwifery at RNSH to include budget and staffing accountability. NSCCAHS is currently 
further developing the new reporting structures and these will be introduced during February 
2008.

This includes changes to the reporting lines of Nursing Unit Managers and Operational Nurse 
Managers, along with the introduction of formal meeting structures between the Director of 
Nursing and Midwifery at RNSH, Nurse Managers and Nursing Unit Managers. A meeting 
has already been held on 23 January 2008 with nursing unit managers to explain the 
changes. 
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These changes will ensure that the Director of Nursing and Midwifery will be able to provide 
a direct line of communication between nursing staff and the NSRHS Executive on nursing 
issues.

Recommendation 24
That the role of Director of Nursing be reviewed as a matter of urgency, with a view to 
restoration of management responsibilities so that the most senior nurse on staff has 
authority to make decisions, and can provide leadership and support for the nursing staff.

Response and Action
Supported
The NSW Government acknowledges that leadership is an essential component of 
management, and leadership plays a pivotal role in the lives of nurses.  It is an essential 
element for professional practice environments where nurses can provide quality nursing 
care to patients.

In recognition of this, the new Chief Executive NSCCHS has reviewed the role of the Director 
of Nursing and Midwifery Services (DNMS) at RNSH.  Subsequent to his review, the role of 
the DNMS has changed and is now consistent with recommendation 24.

The linkage between professional practice and the operational activity of the hospital leads to 
greater involvement in decision making and will foster collaboration within and between 
nursing and multi-disciplinary teams.

The DNMS at RNSH must have professional and operational responsibility and 
accountability for the organisation of nursing and midwifery services.  This will allow nurses 
to develop a team culture, to form strong networks and relationships that will result in 
excellence in nursing practice and patient care.

The DNMS has an obligation to the Community and to the Area Health Service to provide an 
environment that has the organisational and human resource allocations necessary for safe 
and competent nursing care.

In summary, Nursing and Midwifery Services have a responsibility to contribute to health 
planning, policy development and the co-ordination and management of services.  As the 
most senior nursing/midwifery position at RNSH the DNMS needs the appropriate level of 
authority to be able to fulfil this responsibility.

See Appendix D - Revised Position Description

Recommendation 25
That the New South Wales Government seek additional funding from the Australian 
Government for clinical and nursing staff positions in the New South Wales university 
system.

Response and Action
Supported
NSW is looking forward to a new era of cooperation with the Australian Government, which 
has already identified health care as a high priority.
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NSW has continued to forcefully lobby the Commonwealth government for additional 
university places in health disciplines to meet expected workforce need. The then 
Commonwealth Department of Education, Science and Training allocated funding for 
additional places through Backing Australia’s Future (2005-2007), while contributing some 
additional places, has resulted in a significant shortfall against current requirements, 
particularly in nursing and medicine. 

NSW lobbied for and achieved an historic agreement for Health and Education Ministers to 
meet formally to agree workforce priorities. The NSW Minister for Health has accepted a role 
representing the interests of Health Ministers on the Ministerial Council on Education, 
Employment and Youth Affairs (MCEETYA) and NSW is now also chairing a joint Health 
Education Officials group to make recommendations on how to address the concerns raised 
above. The major focus of the work will be on education and training relationships, 
organisation, and funding arrangements for clinical placements and training.

The next stage in progressing the work will occur at the 2008 AHMC/MCEETYA Annual 
Workforce Meeting which has been scheduled for 17 April 2008. 

In the interim, continued lobbying has also secured an additional 1500 nursing places over 
the next two years.

Recommendation 26
That NSRHS ensure the active engagement of nurses in the Reasonable Workload 
Committee.

Response and Action
Supported
One of the first tasks of the new Chief Executive of NSCCAHS was to set up a Nursing 
Taskforce within RNSH to ensure that nurses are engaged and have a voice on issues, such 
as the Reasonable Workload Committee, which impact them.

NSCCAHS has re-established the RNSH Nurses Reasonable Workload Committee and will 
provide continual support to the RNSH Sub-Branch of the NSW Nurses Association elected 
nurses on the committee. Reasonable workload committee training will also be provided to 
the Committee members.

The first meeting of the re-established RNSH Nurses Reasonable Workload Committee was 
held on 10 January 2008 and monthly meetings have been scheduled.

Recommendation 27
That NSRHS immediately review the nurse recruitment process at RNSH, including the 
current recruitment drive, to ensure that it is both timely and appropriately targeted.

Response and Action
Supported
The NSW Government recognises that nurses are the backbone of the public health system.

In 2006/07, $36.6M was allocated for recruitment and retention strategies for nurses 
including:  

 $13.7M for Trainee Enrolled Nurses; 
 $6M for Study Leave for nurses;
 $12.6M for Education and Skill Development Programs; 
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 $1M for Re-connect and 
 $3M in Scholarships.

In 2007/08 the Government has allocated $37.9M to be spent to assist nurses and midwives 
in NSW.

This funding has generated significant results during a period of national and international 
nurse shortages.  Achievements under these strategies include:

Nurse Re-Connect - an initiative that encourages former registered and enrolled 
nurses to re-enter the profession and upgrade their nursing skills has been extremely 
successful with 1,643 nurses being ‘connected’ since the scheme began in 2002.  
This initiative has a 76% retention rate.

Recruitment of nurses from overseas - Over 1000 overseas qualified registered 
nurses and midwives were recruited and commenced employment in NSW public 
hospitals during 2006 and 2007.  A further 300 nurses have been offered and have 
accepted employment as a result of active overseas recruitment activities.

The NSW Government is developing innovative ways of attracting school students 
into nursing.  $2.8 Million has been allocated over the next 4 years to assist with the 
delivery of nursing subjects and other health related subjects to senior high school 
students. School-based traineeships allow trainees to undertake structured training 
for a minimum number of days across a 24 month period i.e. years 11 and 12 while at 
school.

Newly instigated processes to improve the recruitment of nurses at RNSH are already paying 
off with 97 full time and 19.81 permanent part time employees recruited between October 
and December 2007.  

This is being further enhanced through the introduction of a centralised system for identifying 
vacant positions and authorising recruitment in a timely period. This will result in reduction in 
the length of time between commencing recruitment to commencement of new staff.  The
centralised system will be introduced during February 2008. 

Recommendation 28
That the Resource Distribution Formula (RDF) be reviewed by NSW Health to ensure that 
expenses associated with out-of-Area referrals/cross-border flows and the delivery of State-
wide services by RNSH are specifically identified and accounted for. This review should 
occur within the next six months, with the results of the review published and any additional 
funds required provided immediately by NSW Health to NSCCAHS for allocation to RNSH.

Response and Action
Supported in Principle
Royal North Shore Hospital is rightly recognised throughout Australia, and indeed 
internationally, as a centre of excellence in specialist services such as severe burns 
treatment and spinal cord injury treatment. The NSW Government greatly values the world 
class work RNSH does in these areas and agrees that the hospital should in no way be 
disadvantaged by providing these vital services to people from across the state.

The Resources Distribution Formula is continually reviewed and updated as more recent 
data become available, including updating of patient flows data and statewide and selected 
specialty services.  This regular updating will continue to occur.  RDF updates made prior to 
delivery of the State Budget in 2008 will contribute towards guiding the allocation of growth 
funds to Area Health Services for 2008/09. The RDF model informing and guiding the 
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allocation of 2008/09 growth funds will be updated by June 2008.  Area Health Services’ 
weighted average distance from RDF target shares is reported each year in the NSW Health 
Department Annual Report.

It is important to note that the RDF does not specifically identify individual hospitals, but 
rather calculates relative shares at the Area Health Service level only.  The RDF is only one 
tool of several used to guide the allocation of growth funds to Area Health Services, with the 
Areas responsible for the quantum of funds allocated to their respective facilities.

Recommendation 29
That NSW Health review the existing parameters for considering the impact of private 
hospital bed availability within the Resource Distribution Formula (RDF) to reflect the actual 
use of public health facilities.

Response and Action
Supported
The use of private hospital services in an area is just one of a range of factors, such as 
ageing and remoteness, which are taken into consideration in determining the funding an 
Area Health Service is allocated. It is also important to note that the Resource Distribution 
Formula, or RDF, guides the allocation of funding to Area Health Services, which then make 
their own decisions as to the funding of individual hospitals.

The private hospital substitutability factor will be reviewed in 2008 by the RDF Technical 
Committee.

Recommendation 30
That the NSW Government seek additional funding for public hospitals from the Australian 
Government under the Australian Health Care Agreement.

Response and Action
Supported
The Australian Government has already signalled its strong commitment to working with 
states to make our world-class public health system even stronger through a range of 
measures including the provision of an additional $2 billion investment in health and hospital 
reform. The NSW Government is committed to doing everything within its power to ensure 
that NSW gets the best possible deal out of the current Australian Health Care Agreement 
negotiations, for both public hospitals and the broader health care system. 

The current Australian Health Care Agreement (AHCA) expires on 30 June 2008.  
Negotiations relating to the new Agreement have already commenced, involving the 
Australian Government and all State and Territory Governments.  As part of this process, the 
NSW Minister for Health has held bilateral discussions with the Australian Government 
Minister for Health and Ageing, seeking an increase in Commonwealth funding for NSW 
health services.

Separate from the AHCA negotiations, the Australian Government recently agreed to provide 
$43.3m to assist NSW public hospitals to reduce elective surgery waiting lists.  More than 
8,700 NSW patients will benefit from this additional funding, which was the largest allocation 
of any jurisdiction.  
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Recommendation 31
That NSCCAHS and NSRHS work with senior clinicians through the Clinical Reference 
Group to develop robust data on the cost of service delivery across the RNSH to inform 
planning decisions, and to ensure that the data is available for internal analysis on an 
ongoing basis.

Response and Action
Supported in principle
The NSW Government recognises the importance of robust data in informing planning 
decisions.

The results of initial cost modelling for the 2006/07 year have been released and circulated to 
clinicians and managers, including the Clinical Reference Group, as part of an ongoing 
verification and feedback process. 

The final results from 2006/07 will be released by the middle of February 2008. This is the 
first step in an ongoing, multi-year cyclic process of review, investigate and correct. 
Clinicians, through the clinical streams, will be actively engaged in this process.

Detailed case mix data has also been provided to clinicians, including the Clinical Reference 
Group, to assist in understanding the results of the costing information. The case mix 
information examines the efficiency of services by considering length of stay and variation in 
practice across similar episodes of care.

To support the understanding of the financial and case mix information, training will be 
arranged for clinicians and health services managers.

The process of detailed review will start in March 2008 and be ongoing.

Recommendation 32
That NSCCAHS ensure that support and training in the interpretation and analysis of 
financial data is available to clinical directors and managers of divisions and departments 
within the NSRHS.

Response and Action
Supported
The NSW Government supports the need for a structured program of training aimed at 
improving the financial management and analytical capability of clinical directors and other 
managers with budget responsibility.

To this effect, NSCCAHS will consult with senior clinicians and managers to ensure the 
development of an appropriate training package that will, at a minimum, build knowledge and 
competency levels in the following areas:
 clinical costing and case mix;
 budgeting and the funding allocation process;
 key performance indicators;
 use of the Health Information Exchange on-line reporting tool; 
 financial delegations; and
 interpretation of financial reports.
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NSCCAHS expects that such training will prove beneficial in promoting a culture of financial 
accountability and an increased understanding and acceptance of the complex clinical 
costing data manipulations used to assess efficiency levels across the Area Health Service. 
As such, consideration will be given to the requirement for making such training compulsory 
for clinicians and managers with budget responsibility.

The target timeframe for development of the training program is May 2008, for roll-out in 
June 2008. Preliminary development work has commenced. In addition, current iterations of 
clinical costing data have been released and circulated to clinicians, including the Clinical 
Reference Group, for a verification and feedback process.

Recommendation 33
That NSCCAHS immediately review the financial delegation of the General Manager and 
senior management at RNSH to ensure that decision-making is streamlined and that 
managers have the financial autonomy needed to effectively run their divisions and 
departments.

Response and Action
Supported in principle
The NSW Government acknowledges that problems within management processes and 
decision making at RNSH were clearly identified during the course of the Parliamentary 
Inquiry. NSCCAHS has the Government’s full support in improving processes within the 
hospital.

Any review of the financial delegations conferred upon senior management at the RNSH 
must be undertaken with due consideration of the ultimate accountability of the Chief 
Executive for the financial performance of the Area, including the achievement of financial 
targets set by the NSW Department of Health. 

The NSCCAHS delegations manual was last reviewed in March 2007. As a result of this 
review, general delegation levels were revised to ensure consistency amongst positions of 
comparable authority, while specific delegations were applied to particular positions where 
this was deemed necessary to enable the position holder to efficiently carry out their 
functions and duties. These delegation levels provide considerable scope for the exercise of 
financial autonomy by the senior management at RNSH in carrying out the duties and 
responsibilities associated with their positions. 

The Area’s Finance Department will again review the adequacy of current delegation levels, 
in consultation with the Area Executive and senior management of the Health Services, by 
the end of April 2008. The outcome of this review will need to ensure an appropriate balance 
between the financial autonomy of senior management and the overriding financial 
accountability of the Chief Executive.
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Recommendation 34
That the management of NSCCAHS and NSRHS, in consultation with senior clinicians, 
develop a 10-year capital equipment plan which provides for the replacement of existing 
equipment and allows for the funding of new technologies. The capital equipment plan 
should be developed in the context of the requirements arising from the implementation of 
the clinical services plan, once completed, and the forthcoming redevelopment of the hospital 
campus. The capital equipment plan should be implemented immediately.

Response and Action
Supported in principle
The NSW Government acknowledges the need for improved asset planning across the Area, 
including NSRHS, in accordance with the NSW Government’s Total Asset Management Plan 
requirements, and understands the frustration of clinicians and management at not having a 
capital equipment plan for the hospital. 

To both facilitate compliance with these requirements and ensure a consistent, structured 
approach across the NSW public health system, the NSW Department of Health has recently 
issued guidelines for the development of Asset Strategic Plans (ASP) to all Area Health 
Services. These guidelines clearly set out the required linkages between service and asset 
planning over a 10-year horizon.

NSCCAHS is currently in the process of developing an Area-wide clinical services plan, 
which will provide the foundation for development of the Area’s ASP.  The clinical services 
plan is being developed in close consultation with senior clinicians and is due to be 
completed in April 2008. 

Preparatory planning has commenced for the development of the Area’s ASP, which will 
incorporate 10-year plans for the acquisition, maintenance and disposal of assets for all 
(current and planned) facilities, including those within NSRHS. Senior clinician engagement 
will occur throughout the development of the ASP. 

To this end, a capital equipment plan, prioritising equipment needs for 2007/08 and 2008/09, 
has already been developed for RNSH, with significant input from clinicians. This plan will be 
expanded upon, as part of the ASP development process, to ensure alignment with service 
planning over a 10-year horizon.

All Area Health Services are required to submit their plans to the NSW Department of Health 
in June 2008. The Department’s endorsement of the plans will necessarily require an 
assessment of their alignment with broader, state-wide policy and service delivery 
imperatives, together with a determination of state-wide priorities within the constraints of 
available funding (for example, the annual Asset Acquisition Limit). 

See Appendix E - NSW Health ‘Guide to the Development of AHS Asset Strategic Plans 
2008/09 to 2017/18’, version 8.0, 18 January 2008 
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Recommendation 35
That as a matter of urgency (within the next six months), the NSW Government provide 
funding to RNSH to replace obsolete equipment, as identified in the ten year capital 
equipment plan.

Response and Action
Supported in Principle
As noted in response to recommendation 34, planning has already commenced for the 
development of the Area’s Area Services Plan, which will incorporate 10-year plans for the 
acquisition, maintenance and disposal of assets for all (current and planned) facilities, 
including those within NSRHS. Senior clinician engagement will occur throughout the 
development of the ASP. 

NSW Health is in discussion with the Area Health Service to identify equipment which will 
improve service delivery or efficiency of the Hospital prior to considering the release of 
funding. As part of developing the 10 year plan, any obsolete equipment will certainly be 
identified and prioritised for replacement.

Recommendation 36
That the 10-year capital equipment plan be properly implemented and that progress against 
the plan be reported in the NSCCAHS Annual Report to ensure that the funds are spent 
appropriately and transparently.

Response and Action
Supported in principle
The NSW Government and NSW Health are committed to accountability and transparency. 
Any measures to ensure the proper reporting on capital equipment expenditure will have the 
Government’s full support.

As noted under Recommendation 34, all Area Health Services are required to submit Asset 
Strategic Plans to NSW Health in June 2008. 

NSCCAHS supports the recommendation for the proper implementation of its Asset Strategic 
Plan, as endorsed and funded by the NSW Department of Health. Progress against the 
approved plan will also be reported in the NSCCAHS Annual Report.

In addition, implementation of the approved plan will be monitored by the Capital Works 
Committee, which reports to the Area’s Finance & Performance Committee. This internal, 
regular (monthly) monitoring of the plan will improve the governance framework around the 
expenditure of capital funds.

Recommendation 37
That NSCCAHS undertake an audit of the Information Technology (IT) systems in place at 
the RNSH and across the Area to identify other Information Technology areas, alongside 
PACS and the eMR project, that should be prioritised for implementation.

Response and Action
Supported in principle
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The NSW Government acknowledges the increasingly central role Information Technology 
plays in modern health care. NSW Health dedicates around 10% of its total capital budget to 
IT projects, with a strong focus on projects which directly improve how patients are cared for.

While the Government supports an audit of the IT priority areas within the NSCCAHS, due 
recognition needs to be given to the significant amount of work already undertaken to 
achieve this purpose.

A comprehensive program of IT reform is currently underway, both within the NSCCAHS and 
across the NSW public health system, which will deliver significant and tangible benefits at 
the clinical level as well as ensuring the alignment of IT systems, and the standardisation of 
data collection and analysis, across the state.

The NSCCAHS rollout of the Electronic Medical Record (eMR), Patient Administration 
System (PAS) and Medical Imaging Program projects is occurring in accordance with the 
scheduled timeframes for state-wide implementation. PAS will be in place at RNSH by the 
end of March 2008 and the Medical Imaging Program in place by June 2008. The Area is 
currently in discussion with Health Technology to identify options for accelerating the roll-out 
of high priority, clinically-focused functionalities, such as the Scheduling and Results 
Reporting modules of the eMR. 

At the local level, an Area-wide review of IT priorities, involving extensive clinical 
engagement and consultation, underpinned the development of the NSCCAHS Information 
and Communications Technology (ICT) strategy 2007-2010. This strategy, endorsed by the 
Area Executive in 2007, identifies a broad range of initiatives that will supplement the state-
wide program of reform in addressing the documented inadequacies of the IT infrastructure 
at RNSH and across the Area Health Service. 

Notwithstanding the above, NSCCAHS is currently in the process of developing an Asset 
Strategic Plan in accordance with NSW Department of Health requirements. This exercise 
will include a review of IT requirements and priorities across the Area, including at RNSH. 
This plan, due for submission to the Department in June 2008, will also inform the annual 
revision of the Area’s ICT Strategic Plan. 

NSW Department of Health endorsement of the Area’s Asset Strategic Plan (including IT) will 
necessarily entail an assessment of the plan’s alignment with the broader, state-wide policy 
and service delivery imperatives and the concomitant determination of funding allocation 
priorities.

Recommendation 38
That a review across all Area Health Services be conducted to ensure that the percentage of 
Information Technology infrastructure and support funding is at appropriate levels.

Response and Action
Supported in Principle
NSW Health has recently reviewed the state of clinical and corporate IT systems across the 
state and developed a forward plan in discussion with clinicians and NSW Treasury.
This plan is in the process of being rolled out.  Key initiatives of the Strategy include:

The Medical Imaging Program
The Medical Imaging Program covers the provision of an integrated digital imaging and 
radiology information system to all Area Health Services in New South Wales.  The Medical 
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Imaging Program covers the provision of an integrated digital imaging and radiology 
information system to all Area Health Services in New South Wales. Commencing this 
financial year the Government will invest approximately $63 million over the next four years 
to deliver access to medical images across New South Wales. The 2007/08 budget 
allocation for this initiative is $11.1 million.  The Medical Imaging Program is supported by a 
proven technical infrastructure known as Picture Archive and Communication Systems and 
Radiology Information System.  This infrastructure will provide clinicians with the necessary 
tools to contribute to improved patient care by decreasing test turnaround time optimising 
workflow in diagnostic imaging facilities and delivering the capacity to share images across 
hospitals. I am advised that the implementation of the first phase of the statewide medical 
imaging program has commenced in the Sydney West Area Health Service. Procurement 
activities for Northern Sydney Central Coast, North Coast, and Sydney South West Area 
Health Services are expected to be completed in early 2008. 

Electronic Medical Record
The Government is investing $100M over five years to design, build and implement the 
Electronic Medical Record (eMR) System in hospitals across NSW.  The 2007/08 budget 
allocation for this initiative is $18M.  The eMR underpins the clinical information requirements 
of the government’s reforms to improve patient safety and the effectiveness and efficiency of 
hospital care.  The eMR is a vital part of a future fully integrated healthcare system.  The 
eMR manages clinical information for patient care and treatment.  It replaces many of the 
existing paper records and makes the information available in a secure way to authorised 
clinicians from any location in the hospital. The eMR is being rolled out to153 hospitals 
across the State and will provide summary level information to the Electronic Health Record 
for those Area Health Services involved in the Electronic Health Record pilot.  All Area Health 
Services have completed business process reviews and project initiation activities and 
implementation planning is underway.

NSW Health will continue to invest in Information Technology programs that deliver 
enhanced state wide systems and process that serve to deliver more integrated service 
delivery, better quality care and improved patient safety and more integrated performance 
management.

Recommendation 39
That the monitoring of trust funds be improved, with nominated hospital executives receiving 
monthly reports on income and expenditure from clinicians and administrators, and that this 
information be made publicly available annually on request.

Response and Action
Supported
The NSW Government recognises that Trust Funds and public fund raising are integral parts 
of the public health system, and give the community the opportunity to show their 
appreciation for the great work done by our doctors and nurses. The Government greatly 
values this contribution, and supports any move to ensure that these kinds of donations are 
dealt with appropriately and transparently.

NSW Health’s Accounting Manual requires “a separate ledger “sub equity” account should be 
opened for each special purpose for which money is received”.

The operation of the Fund is subject to internal and therefore external audit, however, a 
discrete set of audited financial statements for each sub equity account or in total is not 
required.  
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NSW Health currently requires that each Health Services Finance Committee should be 
given an adequate level of information to be satisfied that Special Purpose and Trust (SP&T) 
funding is being managed appropriately according to Departmental policy. To help ensure 
this, the Audit Committee of the Health Service should be advised of any irregularities in the 
operation of SP&T whether reported by staff/others or identified through the audit process.

NSW Health will strengthen monitoring of SP&T by requiring all Chief Executives be given 
details of all expenses and revenues on a monthly basis.  Where appropriate, budgets for 
expenditure/revenue should also be allocated so that performance can be reviewed. 

Each Health Service will be required to ensure that an Executive Officer is available to 
resolve SP&T issues as they arise, so the SP&T report to the Finance Committee accurately 
reflects not only the accounting records but also the expectation of key stakeholders (through 
the responsible Executives).

Where issues raised by responsible Executives cannot be resolved, the Chief 
Executive/Director of Corporate Services, based upon the facts, will be required to make a 
binding decision. This can include referral to the Independent Commission Against 
Corruption if possible corruption is alleged.

Recommendation 40
That NSCCAHS:
- Provide training in the Incident Information Management System to all new staff, via the 

staff induction process.
- Provide training in the Incident Information Management System to senior clinical staff.
- Record the number and categories of staff who receive formal training in the use of the 

Incident Information Management System.

Response and Action
Supported 
The Incident Information Management System – or IIMS - has been in place since May 2005, 
and provides a comprehensive, systematic mechanism to enable incidents to be 
electronically notified and managed. It has been rolled out across all Area Health Services. 
The NSW Government supports moves to ensure that all clinicians are appropriately trained 
in using the IIMS system.

To this end, NSCCAHS has implemented a training program to increase reporting that 
includes both orientation for new staff and training to existing staff. Under the program, 
training sessions are provided to clinical units, including their clinical leadership. 

Further targeted training is provided to key senior clinical staff. Other elements of the 
program to increase reporting include feedback to units on reporting rates, improved links to 
clinical audit, and publicity for improvements that have come about because of incident 
notification.

Staff training is now recorded using the Pathlore system, a training database used widely 
within NSW Health. Previously, staff category was not recorded for Incident Information 
Management System training - this has now been rectified.
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Recommendation 41
That NSW Health review the operation of Incident Information Management Systems and 
training in their use across all Area Health Services and report the results of the review in the 
next NSW Health Annual Report.

Response and Action
Supported 
As noted in response to Recommendation 40, the NSW Government values the important 
role IIMS plays in identifying incidents across the health system and facilitating learning and 
constant improvement.

Since the implementation of the IIMS across NSW public health facilities in May 2005, NSW 
Health has been committed to the continuous improvement of the system by regularly 
reviewing the core components of the application.

The Quality and Safety Branch, NSW Health continues to review the notification, 
management, reporting and training components of the application to assist clinicians, 
managers and other health care workers to minimise risks by managing all health care 
incidents as they occur.  Through close liaison with users of the system and incorporating the 
recommendations arising from the University of NSW evaluation of the system, the Quality 
and Safety Branch has to date implemented a number of changes to the application and is 
committed to undertaking future modifications to enhance the application.

Currently NSW Health is undertaking a review of the feedback mechanisms that are in place 
to ensure that the outcomes of incident management and investigation are reported back to 
clinicians and clinical teams.  The outcome of this review will be the identification of effective 
practice models which can be implemented state wide.  This review is due for completion in 
March 2008.

Additionally NSW Health is also exploring options to upgrade the incident management 
software to improve the ease of notification for clinical staff and enhanced reporting 
functionality for managers.  A review of training needs will also be undertaken as part of this 
process.

A report on the above review processes and their outcomes will be reported in the next NSW 
Health Annual Report.

Recommendation 42
That NSW Health in conjunction with the Clinical Excellence Commission examine the use of 
systematic audits of medical records, such as QaRNS

Response and Action
Supported
There are a number of medical record audit programs in place nationally with the prime 
objective of identifying adverse events and learning from that event to improve clinical care.

A number of these programs operate under legal protection through Qualified Privilege.

The Quality and Safety Branch and the CEC will form a project team to undertake the review 
of these programs.  The review will seek feedback from clinicians who participate in different 
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models of systematic audits of medical records.  Models will be evaluated to gauge their 
usefulness in driving practice improvement and facilitating Open Disclosure.

The review should also include an examination of the function of Qualified Privilege and its 
impact on the conduct of reviews and the communication of the outcomes to clinical teams 
and to the patients and families in the Open Disclosure process.

The Legal Branch of NSW Health has commenced a statewide review of Qualified Privilege 
which will also inform the examination of the use of systematic audits of medical records.

Recommendation 43
That NSCCAHS ensure that the recommendations from incident reporting are implemented.

Response and Action
Supported
This Government was responsible for introducing a new culture of open disclosure and 
accountability in the public health system through the establishment of the Clinical 
Excellence Commission (CEC) in August 2004. 

The primary aim of the incident reporting system is to improve the health care system by 
learning from past errors. Implementation of the CEC’s recommendations is part of that 
process. The NSW Government, therefore, supports any move to ensure that
recommendations from incident reporting are implemented. 

NSCCAHS has a mechanism for sign-off, recording, tracking and verification of 
recommendations from investigation of serious incidents. Recommendations from Root 
Cause Analysis and other formal investigations are formally recorded on a database, and the 
nominated action officers are required to report on progress quarterly. 

Completion status is routinely reported to the NSCCAHS’s Health Care Quality & Patient 
Safety Committee. In November 2007, 85 per cent of due recommendations were reported 
as complete within the NSW Department of Health’s performance target. Overdue 
recommendations are actively scrutinised.

Recommendation 44
That NSCCAHS ensure that the outcomes of incident investigations, including those in 
relation to SAC 3 and 4 incidents, Quality Assurance Royal North Shore reports, and 
Coroners’ reports, are communicated to staff.

Response and Action
Supported
NSCCAHS communicates high level incident-related reports through its corporate 
communications system, including newsletters and other high level internal media such as 
the intranet.

Root Cause Analysis (RCA) findings, recommendations and progress on recommendations 
are routinely reported through the governance system, with reports being submitted to the 
Health Service Quality Committee and the Clinical Council. Detailed RCA and other internal 
investigation findings and recommendations are actively communicated to the relevant staff.
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All Coronial cases are subject to RCA. Additional Coronial recommendations and action 
plans are reported through the Health Service Quality Committee, and directly to relevant 
staff.

NSCCAHS trains unit managers on extracting reports from Incident Information Management 
System (IIMS) and is developing a method for assessing feedback on SAC3 and SAC4 
incidents at unit level. 

The NSCCAHS Health Care Quality & Patient Safety Committee will circulate a quarterly 
“lessons learnt” compiled from completed audits. 

Recommendation 45
That the Clinical Excellence Commission give a high priority to the development and 
implementation of programs that measure patient satisfaction as a key performance indicator 
for each hospital and health facility, alongside key performance indicators relating to the 
delivery of technically excellent care.

Response and Action
Supported
The NSW Department of Health, through the Health Service Performance Improvement 
Branch have established a statewide patient satisfaction survey to be completed each year.  
It also has established, through the Clinical Services Redesign Program, a patient and carer 
experience project.  These activities will provide hospital and health facilities with 
comparative information on their performance with regard to patient satisfaction.  

A review of overall performance across the state will identify areas for improvement that 
NSW Health, in collaboration with organisations such as the Clinical Excellence Commission 
(CEC), will be able to target areas requiring improvement as well as examples of best 
practice.

NSW Health has contracted Ipsos Pty Ltd to conduct a statewide survey of NSW patients 
and deliver detailed actionable reports to health services. The project will run over three 
years and reports will be provided each year on the NSW statewide, Area Health Service and 
Facility survey results. The emphasis of the survey reports is on highlighting stronger and 
weaker areas of the health service that will facilitate improvement in the public health system.

The NSW Health Annual Patient Survey costs around $1.7 million per annum and is funded 
by participating Area Health Services including the eight Area Health Services across NSW 
and the Children’s Hospital at Westmead.

The 2007 patient survey has taken place. Surveys were posted throughout NSW, Each 
patient questionnaire (specific to patient category) asked questions about eight Core 
Dimensions of Care that patient’s value: 
Core Dimensions of Care
Access to Care;
Coordination of Care (including integration);
 Information and Education;
Physical Comfort;
Emotional Support  (including alleviation of fear and anxiety);
Family and Friends;
Continuity and Transition; and
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Respect for Patient Preferences (including values and expressed needs).
Source: Picker Institute

Over 216,000 self-completion questionnaires were posted to patients who had received 
treatment during February 2007. An effective response rate of almost 38% was achieved, or 
almost 75,000 patients completed and returned the questionnaires.

Results are currently being processed and reports will be released to participating Area 
Health Services in February 2008. NSW Health Chief Executives will work with their 
management teams to respond to patient feedback. The NSW Department of Health will 
support Area Health Services through statewide programs such as the Clinical Services 
Redesign Program and Centre for Healthcare Redesign.

The 2007 Statewide Patient Survey Results will be published in the NSW Health Annual 
Report 2007-08.

The second year of the NSW Health Patient Survey project has commenced and patient 
surveys will be mailed in May 2008.
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