
Magnet Designation Submission
Magnet is a highly prestigious designation, with 
only three hospitals in Australia having achieved 
Magnet status. Magnet provides a roadmap to 
building organisational culture, improving the 
quality of care and enhancing professional practice. 

More than three years of gathering evidence 
culminated in a comprehensive application for 
Magnet Recognition of our health service. The 
application, submitted in March 2019, included 
78 examples of evidence-based practices and 
10 organisation-wide articles to be reviewed by 
four appraisers assigned by the American Nurses 
Credentialing Centre. 

The Going for Gold Staff Survey results, which 
were collated to support the submission, led to 
the Continuous Improvement Action Planning 
process. The Continuous Improvement Action Plans 
(CIAP) were developed as a direct response to 
challenges revealed in the survey, and supported 
Gold Coast Health on its journey to achieving a 
‘Culture of Success’. The implementation of these 
plans demonstrated our commitment to taking staff 
feedback seriously through action.

More than half of the 120 CIAPs created have been 
reviewed by line managers, who have provided 
status updates on their progress and outcomes. 
Furthermore, an additional 94 initial CIAPS were 
created, bringing the total number of CIAPS 
underway to 214 across Gold Coast Health. 

The CIAPs empowered staff to make changes, both 
small and large, that helped them feel engaged at 
work.

The submission also used data from various 
sources to demonstrate excellence in patient care, 
including quarterly patient experience surveys, 
nursing/midwifery staff satisfaction surveys and 
quality indicators reflective of nursing practice 
(eg. falls with injury, hospital-acquired pressure 
injuries, venous thromboembolism and catheter 
associated urinary tract infections). The majority 
of nursing and midwifery inpatient units and 
ambulatory areas outperformed the national 
benchmarks for patient experience across a range 
of areas, nurse-sensitive indicators and staff 
satisfaction.

These results place Gold Coast Health well in 
preparation for a site visit from Magnet appraisers 
later in 2019, where the service’s submission will 
be validated.

2018–19 highlights

Building a culture of success

Supporting a safety culture
Wellness of all staff is an absolute priority for Gold Coast 
Health, and results of a survey of our junior doctors, the 
2018 Australia Medical Association Queensland Resident 
Doctor Health Check, emphasised opportunities for 
improvement.

In the past 12 months, we have worked on a range of 
improvements to support our junior doctor cohort, 
including:

• ensuring junior doctors have a voice within 
committees across the health service

• implementing new governance processes in medical 
education to meet the needs of the junior doctor 
workforce

• working to resolve issues related to overtime and 
fatigue

• exploring the barriers to research involvement

• implementing the Promoting Professional 
Accountability program to address behaviours that 
can affect wellbeing and patient safety.

The Promoting Professional Accountability (PPA) 
program was launched in March 2019. PPA is a process, 
accessible to all staff, that makes it easy for any team 
member to report behaviour that may put patient safety 
at risk. This program is underpinned by the health 
service’s emphasis on a safety culture, and builds on 
Speaking Up for Safety, introduced to Gold Coast Health 
in 2017.

PPA provides an evidence-based framework that builds 
a high-performance culture of safety and reliability, and 
addresses individual behaviours that may undermine 
it, and was an essential step towards creating a culture 
where staff are encouraged to speak up to support 
patient safety.

The program empowers staff to report (often low-level) 
behaviours which may impact patient safety using an 
online secure and confidential feedback form. The form 
enables staff to raise concerns where it is not possible, 
safe or effective to speak up directly.

In partnership with the Cognitive Institute, Gold Coast 
Health has trained 258 leaders in the program. We are 
on a journey towards embedding the program within the 
health service, continually encouraging team discussions 
on our safety culture, of which the PPA program is just 
one tool, to support our staff while improving safety and 
quality. 
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Contemporary approaches to mental health
Gold Coast Health experienced significant increases in the prevalence, complexity 
and impact of mental health issues being managed by the health service, with 
presentations to Gold Coast Health Emergency Departments up by 11 per cent on the 
previous year, while calls to the mental health hotline (1300MHCALL) increased by  
13 per cent.

Despite these factors, the Key Performance Report for 
Mental Health Alcohol and Other Drugs, Mental Health 
and Specialist Services met 36 of the 39 indicators. 
Significant improvement was also noted in the Absent 
Without Authority measures compared with 2017–
2018.

Throughout 2018–19, Gold Coast Health Mental 
Health and Specialist Services considered ways to 
improve access and responsiveness across the age 
range without adding traditional roles, such as acute 
care clinicians or case management roles, to adult 
community teams.  

As part of Connecting Care to Recovery 2016-2021, 
the Queensland Government committed $4 million 
to support services for individuals with severe and 
complex mental illness in the Gold Coast community.

The funding has and will continue to enable 
enhancement and expansion of services to meet 
increasing mental healthcare needs of the Gold Coast.

It has also supported initiatives such as the Mental 
Health Co-Responder model, as well projects that 
focused on hospital avoidance strategies through 
community-based services. 

Joint police and mental health program
A ground-breaking program providing mental health 
support in policing matters was extended to a five-day 
operation following a successful three-month pilot.

In August 2018, Mental Health and Specialist Services 
implemented the Co-Responder Team (CRT) program 
on the Gold Coast. The Mental Health Co-Responder 
Team sees an experienced mental health nurse working 
alongside Queensland Police Service (QPS) officers to 
respond to police call-outs where mental health might be 
a factor, to provide expert assessment and advice.

The unit provided specialised mental health clinicians to 
provide advanced level crisis assessment, support, and 
advice to safely manage a person experiencing a mental 
health crisis in the community. 

Gold Coast Health’s Mental Health Intervention 
Coordinator Nicki Filauer said the key to the program’s 
success is the cross-agency support for vulnerable 
people in the community.  

“The focus area for us has been north of 
Broadbeach, and mental health clinicians and 
police officers involved have undergone joint 
training so we can deliver the best result for 
the patient and for the community.” 
Queensland Police Service Acting Superintendent Mark 
White said a large number of calls for service received by 
the QPS are associated with mental health issues. 

As at 30 May 2019, the Mental Health Hub clinician 
had triaged 854 patients; of those, 54 per cent (462) 
remained in the community post assessment rather than 
being transported to the Emergency Department.

Constable Candice McGeorge, Senior Sergeant Laurie Shevlin with Gold 
Coast Health’s Tracey Maguire and Nicki Filauer as they welcome the 
extension of the Mental Health Co-Responders program.

In May 2019, the innovative approach was recognised 
through receipt of a Certificate of Achievement from 
the Mental Health Improvement Group for Outstanding 
Innovation. The award was received by Ms Heidy Van 
Engelen, Service Director, Adult and Older Person Mental 
Health – Community and Dr Carla Patist, Community 
Clinical Lead.

The program helps achieve the best possible outcome 
for community safety and for  vulnerable people 
suffering mental illness, by providing an integrated 
response between the QPS, Gold Coast Health and the 
Queensland Ambulance Service.
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Transitional Recovery Service launch
In June 2019, Gold Coast community mental health 
launched the Transitional Recovery Service, in 
partnership with Richmond Fellowship Queensland. 
The service provides intensive short-term treatment in 
a non-clinical environment from two residential houses 
in Robina. The services offered include stabilisation and 
management of illness, medication support, counselling, 
recovery support planning and other psychosocial 
rehabilitation activities.

Always there for staff 
On 1 June 2018, the ‘Always There’ program was initiated. 
This program provides a timely response to any staff 
experiencing acute, cumulative or vicarious stress 
reactions, particularly following a traumatic event. 
Trained staff responders provide psychological first aid 
and offer confidential empathic and compassionate 
listening and practical support to colleagues who access 
the service. Resources and/or referrals to professional 
care are provided when requested by staff.

ArtBeat book raising funds for creative 
mental health programs
The health service’s annual ArtBeat event celebrated 
the creative strengths and talents of people living with 
a mental illness for its fifth year in a row. The festival, 
aligned with Queensland Mental Health Week, was 
opened by City of Gold Coast’s Mayor Tom Tate and ran 
across both Robina Hospital and Gold Coast University 
Hospital.

Survey responses from festival attendees confirmed 
that ArtBeat provides social inclusion, connectedness 
and support for people living with a mental illness, 
while creating an atmosphere of celebration to raise 
awareness around mental health.

In 2018, the festival saw a significant milestone with the 
launch of the inaugural ArtBeat book. The book, funded 
through Gold Coast Health’s The Improvers event, aims 
to support a sustainable approach to creativity within 
mental health. 

The book is available for sale via the Gold Coast Hospital 
Foundation website. It has been promoted on a national 
scale, sharing the message with more than 31,000 
people via social media. 

All profits from book sales go towards the development 
of artistic programs for Gold Coast Health’s mental 
health consumers.

The ArtBeat Festival, exhibitions and books each provide 
a platform for mental health consumers to be heard, 
share their stories and showcase their creative works, 
through music, song, poetry or art.

“Art has helped me to divert my 
attention from negative mind-state 
and refocus it on calming, life-giving 
activity. I will definitely continue to 
pursue this new-found interest as a 
form of expression and self-care.” 

– Mental Health consumer

Looking forward
In 2019-2020, Gold Coast Health will build on 
the success of the creative therapies program, 
through a pilot of The Creative Health Hub. The 
pilot program will assist services and clinicians 
to engage with artists, musicians and designers 
to improve how healthcare is provided across 
our service. It will also focus on using the arts 
as a mechanism to promote staff wellbeing and 
facilitate enhanced community engagement.
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Continuous improvement 

Queensland Pelvic Mesh Service 
The Queensland Pelvic Mesh Service (QPMS) is a state-
wide service funded by Queensland Health and operated 
by Gold Coast Health. The service was opened on-time 
and on-budget in April 2019, following six months of 
planning and collaboration. 

Pelvic mesh (also known as transvaginal mesh) has been 
used in the treatment of pelvic organ prolapse and stress 
urinary incontinence for more than 15 years. While most 
women with mesh implants have had no problems, a 
small percentage experienced complications, including 
infection, mesh extrusion or erosion, chronic pain, 
dyspareunia, incontinence and chronic pain.

The Therapeutic Goods Administration (TGA) responded 
to patient safety concerns regarding pelvic mesh by 
restricting use of mesh transvaginally, and removing a 
range of specific transvaginal mesh products from the 
Australian Register of Therapeutic Goods.

The Queensland Pelvic Mesh Implementation Committee 
(QPMS-IC), which included numerous Gold Coast 
Health staff, oversaw the design, establishment and 
commencement of the service. 

Consumers affected by pelvic mesh complications were 
engaged to collaborate throughout the design and 
implementation phase, ensuring the service was fit for 
purpose and addressed the needs of women seeking 
care and treatment. 

Previously, women reporting pelvic mesh complications 
received fragmented and varied care.  A complex system 
of referrals to clinicians contributed to women’s stress, 
and a lack of access to clinicians with appropriate 
expertise was reported.

By co-locating clinical expertise and services,  
care has improved for eligible 
patients. A triage process is in 
place to prioritise women according 
to clinical assessment and need, 
ensuring eligible woman have access 
to comprehensive, interdisciplinary 
services.

eHealth Queensland, in partnership 
with the Department of Health 
and Gold Coast Health clinicians, 
supported a database solution 
to evaluate QPMS patient care, 
treatment and outcomes. The data 
will enhance Australian research in 
contemporaneous mesh complications 
management, while also being used to 
assess patient outcomes, care impact 
and treatment.

The project demonstrated outstanding 
commitment to the co-design process 
and how it positively influences 
models of care and outcomes.

Trauma Service Level 1 Designation 
The emergency department at Gold Coast 
University Hospital was elevated to a level-one 
trauma service, ranking it as one of the best trauma 
centres in Australia. 

Gold Coast Health’s surgical clinical director 
Dr Martin Wullschleger said feedback from the 
auditors representing the Royal Australasian 
College of Surgeons was that the hospital already 
provided a world-class service, and there were 
some things Gold Coast Health does that are not 
undertaken elsewhere. 

“The strength of our trauma service is the holistic, 
compassionate approach to patient care, with a 
focus on our multidisciplinary and collaborative 
team of health professionals,” said Dr Wullschleger. 

The emergency department’s elevation to a level-
one trauma service coincides with Gold Coast 
University Hospital and Robina Hospital being 
named on the Newsweek list of Australia’s best 
hospitals in 2019. Gold Coast University Hospital 
ranked number six and Robina Hospital number 32. 
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Cardiac surgery milestone
In March 2019, the Health Service’s Cardiothoracic 
department, led by Medical Director Dr Gilbert Ford, 
successfully completed its 1500th cardiac surgery. 

The world-class cardiothoracic team are well-known 
throughout Gold Coast University Hospital for their 
passionate patient care and ability to work with 
emergency, trauma and intensive care teams to look after 
our most unwell patients. These include patients from all 
over Queensland and Northern New South Wales. 

Due to this commitment to patients and their colleagues, 
the service has grown and will soon pass its 2000th 
patient milestone.

Specialist community model sees reduction 
in Palliative Care admissions and bed days
Specialist Palliative Care programs are proven 
internationally to improve survival rates, lower costs, 
reduce readmission rates and improve quality of life 
for patients. The Supportive and Specialist Palliative 
Care Service continued to close gaps in provision 
of service through innovative models such as 
telehealth, Commonwealth-funded respite, and general 
practitioners with special interest (GPwSI) clinics for 
community patients. Partnership with the Gold Coast 
Primary Health Network on projects to improve palliative 
care across the community also occurred. 

During the period, Palliative Care at Robina Hospital 
saw a reduction in admissions, readmissions and bed 
days used, following the introduction of a national 
best-practice specialist community model. As a result, a 
proposed change to beds was endorsed, and four acute 
palliative care beds at Gold Coast University Hospital 
were opened.

This transformation aims to improve palliative care 
patient access to acute services, including oncology, 
cardiology and renal.

Care improvement for patients living  
with dementia 
Model-of-care changes saw beds designated for patients 
with specific cognitive impairment and behavioural 
concerns. 

The new model, established in November 2018, 
identified an interprofessional collaboration approach 
between occupational therapy and nursing staff. The 
model demonstrated calming benefits for agitated 
dementia patients by supporting a safe and relaxed 
environment. 

Through the new model, a comprehensive, holistic 
assessment (including cognition and sensory profiling) 
is undertaken. This results in targeted, personalised 
support that prevents and de-escalates behavioural 
expression. 

This approach has facilitated interprofessional 
collaboration and has demonstrated a reduction in 
occupational violence, non-essential pharmacological 
interventions, workplace injuries and an increase in 
staff awareness of the management of those living with 
dementia. 

Orthogeriatric Service reduces length of stay
The Geriatric-orthopaedic model of care commenced in 
the Acute Care of the Elderly Unit at Robina in July 2018 
for older patients who have sustained hip fractures. The 
service provides collaborative care for older patients 
with fragility fractures, provided by the orthopaedic 
service who manage the surgery, and specialist geriatric 
services who provide overall perioperative care.

This service has provided improved care for patients  
with length of stay in hospital reducing by an average  
of two days.

Patients admitted for emergency treatment of fractured 
neck of femur undergo surgery within two days of 
admission. Since the model’s implementation, virtually 
all patients have had surgery within this timeframe.

State-wide clot retrieval service for  
stroke patients
The Gold Coast University Hospital is one of three 
hospitals in South East Queensland that runs a 24/7 
Endovascular Clot Retrieval Service, providing treatment 
for patients from around Queensland and Northern New 
South Wales, including Mount Isa, Mackay, Townsville, 
Cairns and as far south as Casino.

Furthermore, Gold Coast Health supports a state-wide 
service for Far North Queesland-based patients who 
have sustained a stroke.

The services provide support for time-critical 
procedures, with positive outcomes experienced by 
patients.

Rehabilitation Response Team
Following the launch of the Rehabilitation Response 
Team in 2017, Gold Coast Health has continued to deliver 
a specialised, multidisciplinary in-reach rehabilitation 
for patients who are too unwell to be transferred to a 
traditional rehabilitation setting. 

The team provides support while patients are in the 
acute care phase of their treatment, with the aim to 
reduce hospital length-of-stay. 

In its first 19 months of operation, the team provided 
in-reach rehabilitation to more than 500 patients, 
who are predominantly elderly (average age 77 years) 
and primarily referred for rehabilitation following an 
orthopaedic injury.

Following intervention, 34 per cent of patients accessed 
further inpatient rehabilitation at Robina Hospital, while 
28 per cent have been directly discharged home. 

A further 11 percent of were offered additional support to 
optimise their mobility, aiming to improve their quality of 
life prior to discharge to a residential aged care facility.
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The Centre for Health Innovation (CHI) was established 
to improve Management Information Systems and 
deliver the proof-of-concept initiative, Gold Coast 
Integrated Care. This evolved in 2016, with CHI moving 
under Operations to support four key pillars of redesign, 
innovation, research and provision of world-class 
services.

Throughout 2018–19, a range of CHI projects 
transitioned to business-as-usual, including:

• the Head Neck Oral Health and Neurosurgery project, 
addressing the challenges in service delivery and 
improving coordination of care

• the private practice model, to reduce outpatient 
long waits, improve clinic utilisation and ensure 
the continuation of effective communication and 
engagement strategies. The model will be driven  
by the Surgical Anaesthetics and Procedural Services 
directorate

• after-hours care delivery at Gold Coast University 
Hospital, which resulted in improved transparency 
and efficiency across healthcare delivery. 
Improvements included the introduction of after-
hours clinical leads, redefinition of medical 
and nursing after-hours responsibilities and 
implementation of a Task Manager Application 
to support distribution, workload monitoring and 
response.

The Centre for Health Innovation also drove forward a 
range of projects that address some of the fundamental 
safety and patient flow  issues felt across the health 
service, including the  Gold Coast University Hospital 
Coordination Hub.

Each project is different in scope, but shares the 
common objective of delivering safe, effective, 
equitable and patient-centered care to the community.

Integrated Care Alliance 
The Integrated Care Alliance (ICA) is a collaboration 
between Gold Coast Health and the Gold Coast 
Primary Health Network to develop an integrated, 
coordinated, seamless world-class system by linking and 
strengthening relationships between primary, secondary 
and tertiary care services. ICA is currently focusing 
on implementing community-based hubs to provide 
coordinated care for complex and chronic patients, in the 
right place, at the right time, by the right professionals.

Further information around ICA is detailed on page 26.

Unscheduled care 
Several initiatives are in place to respond to unscheduled 
care, including the Gold Coast University Hospital’s 
Coordination Hub and the Appropriateness Evaluation 
Protocol audit. 

The Coordination Hub has proven invaluable in providing 
access to real-time patient flow and predictive impacts 
and identifying road-blocks throughout the hospital that 
were not visible before. 

The Appropriateness Evaluation Protocol audit, 
undertaken in July 2018, informed and influenced 
development of interventions to address patient flow 
challenges, including a three-day length of stay review, 
the Emergency Department Admission Pathway and 
Rapid Emergency Admission to Destination (READi). 

Centre for Health Innovation
Established five years ago as a joint venture between Gold Coast Health 
and Griffith University, the Centre for Health Innovation plays a critical role 
in delivering patient-centred care.

Staff celebrate the opening of the After-Hours Care Unit, 
located at Gold Coast University Hospital.
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Relational coordination
A relationship-centred professional leadership culture is 
being developed, based on evidence-based theory for 
organisational change. 

Model of care changes in the Emergency 
Department
New initiatives in the Gold Coast University Hospital 
Emergency Department aim to improve wait times and 
increase triage capacity. The Acute Clinical Decisions 
Unit was re-purposed as an acute assessment space, 
assisting at the point of triage. A Hot Clinic was 
introduced to the Medical Decisions Unit, with a doctor 
supporting patients who required a rapid review 
following discharge from the unit or from the Emergency 
Department. The Hot Clinic aims to support safe, early 
discharge and appropriate clinical handover back to the 
General Practitioner.

Improvements across ophthalmology, 
gastroenterology and digestive health
During the period, scheduled care improvements across 
ophthalmology, gastroenterology and digestive health 
took place. A diagnostic review resulted in increased 
consultancy capacity, decreased waitlists, and shared 
models of care, with risk stratification processes for 
clients with complex eye conditions and chronic disease.

A performance monitoring framework was established 
in the Gastroenterology and Digestive Health project, as 
well as the implementation of nurse-led outpatient triage 
and improved scheduling efficiencies. 

Frail Older Persons Collaborative
Under a coordinated and collaborative approach, the 
Frail Older Persons Collaborative project is underway 
to improve the flow of frail elderly patients through the 
health system, implementing an evidence-based care 
package under the leadership and direction of the Frailty 
Aged Care Steering Committee. 

Crisis Now Initiative
The Mental Health Crisis Now Initiative (CNI) is a proof-
of-concept for the development of a Mental Health 
Crisis Stabilisation Facility, providing an alternative care 
pathway for consumers experiencing acute mental health 
concerns, to reduce presentations to the Emergency 
Department. The initiative proposes to develop a Mental 
Health Crisis Stabilisation Facility offering 12 chairs 
for care up to 23-hours and eight beds for care up to 
72-hours, a Mental Health Co-ordination Hub and a 
mobile response team to support consumers with direct 
access to acute interim care.

The initiative is in the planning phase. A Crisis Now 
Initiative Steering Committee has been established,  
with internal and external stakeholder workshops  
and a clinician-led workstream being planned for the 
coming months.

Staff participate in an internal Crisis Now Initiative workshop.

Looking forward
In 2019–20, CHI will continue leadership of quality 
improvement and clinical redesign initiatives. CHI 
will continue to develop and manage stakeholder 
relationships and build capability as well as 
influence in the world of clinical redesign, while 
striving towards a positive return-on-investment 
for Gold Coast Health.  
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Expansion of the clinical trials program is underway, with 
clinical trials staff tasked to identify the most appropriate 
service and business model for the organisation.

More than 80 per cent of research studies being 
undertaken have engaged external partners, and one 
third of these studies have engaged more than one 
partner.  

The volume of research outcomes that are published 
in peer-reviewed journals is a reflection of the high-
quality research being undertaken at Gold Coast Health. 
Since July 2018, 262 peer-reviewed articles have been 
published, many of which describe the implementation 
or evaluation of new interventions or changes in practice 
that lead to improved health outcomes.

Moving forward, the recent endorsement of the Gold 
Coast Health Research Strategy 2019–2022 will provide 
a roadmap by which Gold Coast Health can achieve its 
overarching ambition of being recognised as a centre of 
excellence in world-class health care. The strategy aligns 
with a series of strategies at state and national level.

Integrated Care Alliance
Gold Coast Health, in conjunction with the Gold 
Coast Primary Health Network are working to 
develop a single, world-class integrated care 
system to cater for the Gold Coast population 
through the Integrated Care Alliance (ICA).

We need Integrated Care because our population 
is growing at a higher rate than the Australian 
average, with the number of people who have 
complex needs due to multiple comorbidities or 
other non-medical complexity increasing. These 
factors are contributing to rapid increases in 
hospital admissions, length of stay, and workloads 
for clinical specialties. 

Since November 2017, the Integrated Care project 
team has conducted 58 clinical workshops 
with 606 clinical expert participants from all 
sectors of the local health system, 18 consumer 
workshops and 83 individual interviews leading 
to the engagement of 152 consumers with lived 
experience to redesign 18 existing models of care.

The participants explored what the ideal consumer 
journey looks like by using design thinking 
principles. This is a world-first approach to 
redesigning models of care in a truly cross-sector 
collaborative way of human-centred problem 
solving. 

The redesigned models of care have been further 
progressed to support the implementation of the 
key themes of the redesign workshops: 

• supporting primary care as the main care 
provider

• a multidisciplinary team approach in 
community-based hubs

• improved clinical handover across sectors

• lnowledge- and information-sharing

Throughout 2018–19, ICA has continued to build 
on the outcomes from the model of care redesign, 
including looking at the use of community-based 
hubs to deliver seamless and coordinated care to 
consumers. 

The hubs will focus on holistic management of 
chronic and complex patients in the community, 
beyond the condition-specific scope of the 
redesigned models of care.

The community based-hubs will strengthen the 
importance of general practice as the main care 
provider, foster collaboration across sectors and 
ease access to health services using innovative 
technology.

Once implemented, integrated care will help to 
alleviate the burden on our health care system 
and improve the coordination of care to ensure 
consumers receive the right care in the right place 
at the right time by the right person.

research publications

clinical trials currently running

262

million in research grants$2.88

115

new research projects authorised91

Excellence in research
Gold Coast Health research performance is 
reflected by the amount and type of research 
activity being undertaken. Throughout 
2018–19, 91 projects were authorised to 
start, supported by $2.88 million in research 
grant funding through internal and external 
sources.

Further information about 
Gold Coast Health’s research 
achievements can be found in 
the 2018 Research Snapshot, 
available at: 
www.goldcoast.health.qld.gov.
au/research/research-profile

book
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The Queensland and Northern New South 
Wales Regional Health Collaborative 
Gold Coast Health hosted the establishment of 
the Queensland and Northern New South Wales 
Regional Health Collaborative (the Collaborative), 
which includes six regional health services,  
two Primary Health Networks, six universities,  
nine research institutes and educational 
organisations, and a number of government  
and not-for-profit groups. 

The Collaborative submitted an application to  
the National Health and Medical Research Council 
to be accredited as a Centre for Innovation in 
Regional Health.

The establishment of the Collaborative will 
expand the range of collaborative opportunities 
for Gold Coast Health staff to engage in research. 
In collaboration with New South Wales Regional 
Health Partners, a research impact framework 
is integrated into the Collaborative’s strategy 
to ensure knowledge exchange is connected, 
thereby securing greater impact from publicly 
funded research. The Collaborative will also 
support training of new researchers and clinician 
researchers to ensure they acquire skills and 
expertise needed to measure the impact of their 
own research.

Breakthrough in Malaria Vaccine Trial
More than 200 million cases of malaria occur every 
year worldwide, resulting in more than 500,000 
deaths. The search for an effective vaccine is one of 
the holy grails of medicine. 

The Glycomics Institute at Griffith University has 
worked with Gold Coast Health’s Department 
of Infectious Diseases and Immunology on the 
development of a novel malaria vaccine using 
whole attenuated parasites. 

This is expected to elicit a more effective immune 
response in recipients, and initial clinical studies 
have shown the vaccine to be safe and associated 
with an immune response in healthy volunteers.

Changing the lives of people with  
motor-neurone disease 
Gold Coast Health researchers are leading a world-first 
clinical trial into the effects of medicinal cannabis in 
treating people living with motor-neurone disease (MND) 
or amyotrophic lateral sclerosis (ALS). 

Thirty patients between the ages of 25 and 75 diagnosed 
with MND in the past two years will be given either 
medicinal cannabis oil capsules or a placebo over 24 
weeks, with researchers monitoring the progression of 
the disease and any changes in pain, spasticity, weight 
loss, lung function and quality of life.

One of the study’s outcomes could be a reduction 
in health care spending on the treatment of MND by 
reducing hospital admissions and visits for people 
 with MND.
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The Consumer Advisory Group has 19 members who are 
diverse in culture, age and healthcare experience. The 
group has an independent chair and the professional 
input of members is recognised with payment of sitting 
fees.

Gold Coast Health has invested in laying the foundations 
for a sustainable CAG structure and has operationalised 
consumer engagement to evoke an open, transparent 
and welcoming environment for consumers to have an 
active role in strategy development, service delivery and 
review of major services. 

In 2018–19, the CAG established four sub-group 
committees which are active in bringing current issues 
and consumer expectations to the planning and delivery 
of services, including health literacy, aged care (and 
the impact of residential aged care facilities on the 
Emergency Department), nutrition, and diversity and 
inclusion. Consumer input has made a difference across 
a range of areas, in relation to:

• health literacy program support
• the Diversity and Inclusion Action Plan
• staff consumer engagement training
• Magnet ambassador forums
• parking concessions strategy input
• models of care reforms for integrated care
• medication safety
• clinical handover.

Engaging consumers
The Consumer Advisory Group (CAG) is a group of community 
representatives who work with Gold Coast Health to improve our local 
health system. In 2018, Gold Coast Health restructured the CAG, resulting 
in a self-directed, focused and strategically embedded consumer group that 
contributes directly to the quality and safety of health services delivered. 

Table 3: Summary of engagement activities in 
2018– 19 by division (excluding patient publication 
reviews)

Division Activity

Mental Health Specialist Services 143

Cancer Access and Support 91

Diagnostic Emergency and  
Medicine Services

85

Specialty and Procedural Services 32

Integrated and Ambulatory Care Services 85

Strategic Planning and Assets 2

People and Engagement 21

Clinical Governance, Education  
and Research

14

Board 6

Total 479

Consumer Advisory Group meeting
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The depth and breadth of consumer engagement 
is evident in the participation of CAG consumer 
representatives in 35 key committees, including 
quality and safety, special projects, research, clinical 
handover, medication safety, digital transformation 
and strategic development.

CAG prompted the formation of the Health Literacy 
Steering Committee, which includes two consumer 
representatives. The working group contributed to 
the Gold Coast Health Literacy Strategy 2018-20, with 
specific areas of focus and expected outcomes from a 
consumer perspective. 

Gold Coast Health’s commitment to an open and 
transparent review of performance is evident in CAG’s 
ongoing role in the review of quality and safety Key 
Performance Indicators and review of patient survey 
results. CAG members are key members of review 
panels such as the Clinical Incident Review Committee 
and the major quality improvement project Magnet, 
which is a multi-million-dollar project spanning  
five years. 

Health consumers play a key role in ensuring simple 
language patient information by reviewing key 
documents prior to production. This consumer litmus-
test ensures patient information and communications 
are easy to read, have a singular purpose and meet the 
needs of the person reading at any literacy level.

The consumer group has acted quickly to influence 
the design of service delivery and identify gaps. For 
example, the provision of adequate meals to nursing 
mothers with babies in the neonatal intensive care unit 
(NICU) is an issue that had been overlooked until it was 
raised and vigorously pursued by a Health Consumer, 
who (as a mother of triplets requiring complex care 
since birth) saw that improvement was desirable.

The CAG engages in broader health service network 
issues at a national level. While CAG is working 
with Gold Coast Health staff to reduce the impact of 
Residential Aged Care Facilities admissions on the 
Emergency Department, they are also active at a 
Federal level to influence policy. Having CAG members 
with lived experience in these areas is so powerful to 
bring the consumer voice that is experienced, focused 
and resolute in its pursuit of a fair go for aged people in 
our community.

“ Involving community 
members and 
consumers in decisions 
relating to health 
services contributes to 
a better health system. 
It is an important 
way we ensure we’re 
responsive to changing 
local needs.” 

 –  Ian Langdon,  
Gold Coast Health Board Chair

Consumer Advisory Group Deputy Chair Prof Margaret Shapiro in 
consultation with the group.
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Digital transformation

The Health Service is proud of this significant 
achievement, the scale of which is reflected below:

• more than 8720 staff and students were trained in 
ieMR functionality across 13,800 training sessions

• 40 ieMR training courses were developed, 
complemented by more than 680 quick reference 
guides and 420 training videos to support staff 
learning

• more than 3600 staff completed hands on practice in 
the digital labs

• Staff accessed online resources more than 42,900 
times

• more than 6200 bio-medical and clinical devices 
were purchased to support patient care (such as 
workstations on wheels, printers, scanners, and 
patient monitors)

• more than 400 change champions and 800 super 
users supported their colleagues 

• foorwalker support during the go-live period exceeded 
49,600 hours.

Integrated Electronic Medical Record

Gold Coast Health was the first health service 
in Queensland to introduce the integrated 
electronic medical record (ieMR) to all of its 
facilities in a single implementation. The 
ieMR was progressively rolled out between 
February and May 2019.
In 2019 Gold Health facilities transitioned successfully to 
the integrated electronic medical record. Doctors, nurses 
and other clinicians can now access real-time patient 
information and use a range of advanced features, 
such as digital ordering and reviewing of test results 
and monitoring of patient progress through electronic 
equipment at the bedside. The management of patient 
medications has also been improved. These features 
will all work to ensure Gold Coast Health continues to 
delivery safe, quality care.

The key to the successful roll-out was the level of 
engagement with the clinical workforce during planning 
and implementation to achieve buy-in and ownership of 
the digital agenda. 
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“ Our patients also embraced the new 
technology as they had been well 
advised in the weeks leading up to 
go-live that they might experience 
delays. Their safety was key to 
our training and planning for a 
successful go-live.” 

   – Grainne McDermott, Nurse Unit Manager

ieMR was implemented into Queensland’s busiest 
Emergency Department at Gold Coast University 
Hospital, followed by Robina Emergency Department 
four weeks later. It was also the largest single roll-out 
of ieMR into operating theatres, with 44 operating 
rooms and suites at the Health Service live with the 
digital solution. Community health sites located 
across 13 different geographical locations covering 20 
community services are now also successfully digital.

Following the implementation, Gold Coast Health 
has seen a significant reduction in hard copy clinical 
documentation being processed. This has enabled 
workforce redesign to occur and the redeployment of 
administrative staff to support front-line healthcare 
delivery.
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Pharmacy leads the way with  
ieMR integration
The ieMR roll-out has given pharmacists an exciting 
opportunity to provide even greater patient-focused  
and targeted interventions to improve and optimise 
patient treatment. Pharmacist Nathan Zipf has used  
his IT skills to link multiple data sources to create a 
visual ‘Pharmacist Prioritisation Tool’.

The tool is provided in the form of a dashboard, where 
every patient/bed in the HHS is visually displayed by 
colour and size, based on a risk- stratified algorithm that 
considers multiple impacting issues, such as number of 
medications, length of stay, co-morbidities, pathology 
results that require action, high-risk medicines, and 
pending discharge. This tool allows pharmacists to 
prioritise and plan the multiple clinical tasks they need 
to provide to the most vulnerable and at-risk patients, 
thereby improving their health outcomes. It also 
identifies and prioritises patients requiring intervention 
for discharge, facilitating patient flow through the 
hospital and improving communication across care 
sectors. 

It is hoped this tool will eventually be used to support 
rostering, meet seasonal workload changes, and  
allocate staff in real-time to areas experiencing spikes  
in workload. 

The pharmacist prioritisation platform is the first of 
its kind within the public hospital pharmacy sector.  
Multiple other hospital and health services and 
interstate hospitals have expressed their interest in 
adopting the tool, with work and negotiations currently 
ongoing. 

Digital progress for Medical Imaging
Medical Imaging is becoming one of Gold Coast 
Health’s fastest growing and most technologically 
advanced services. 

Implementation of the new Medical Imaging 
Information System on 1 April 2019 completed a 
two-year project to improve radiology efficiency 
and patient safety. The new system, which is 
integrated with ieMR, delivers imaging information 
to doctors and nurses to support them to create the 
right care plans for patients in a more timely way. 
This means that by getting medical results earlier, 
patients can return to good health earlier.

Dr John Richards, Medical Director of Radiology, 
said the new medical imaging solution made an 
immediate impact. “With improved accessibility, 
clinicians can receive results anywhere, anytime, 
using a desktop or smartphone web browser, or 
mobile device. The ability to share reports and 
images will make information more accessible and 
available”.

A Paediatric MRI simulator was also funded via the 
Improvers program. The simulator allows role-
playing prior to imaging and is a prime example 
of technology improving patient outcomes. The 
simulator aims to reduce the need for sedations 
and general anesthetics for Gold Coast children.

Left to right: Lizzie Oliver and Grady Hopkins, with Nathan Zipf 
who created the Pharmacist Prioritisation Tool.

Members of the Medical Imaging Information System team, 
who supported the system roll-out.

MyHR
The final roll-out for myHR across the Health Service was successfully implemented. Since the first go live on 21 
February 2019, Gold Coast Health has submitted more than 27,000 forms via myHR.

Three Business System Administrators supported the implementation and ongoing business-as-usual activities 
for the myHR system. More than 250 myHR Super Users spanning across all divisions were also trained as the 
first point of contact for staff requiring support.  

Gold Coast Health is well on its way to realising the benefits of direct access to our organisational structure, 
establishment management and online forms processing through myHR. Our new processes have fast become 
our standard way of working, and the health service is experiencing a more efficient and reliable approach to HR 
practices. 

32



New collaboration space fosters innovation
Following the ieMR roll-out, a new collaboration space 
in the heart of the Health and Knowledge Precinct was 
launched to support innovative thinking.

Innovation, research and learning is one of the focus 
areas for our Digital Strategy, and the new Centre for 
Digital Healthcare will be a key to achieving our digital 
transformation objectives.

A range of projects have been delivered:

• Digital Workspace Project, which included the roll-
out of Windows 10/Office 365 across the health 
service 

• Digital Healthcare Program, which included the roll-
out of a scheduling and referral management system, 
known as Enterprise Scheduling Management (ESM), 
and ieMR across the health service 

• Medical Imaging Informatics Solution (MIIS), 
which included the roll-out of the new Radiology 
Information System for scheduling and reporting, a 
new Picture Archiving and Communications System 
for image storage, and integration with ieMR so 
clinicians can track their radiology order status, view 
and acknowledge a final radiology report and check/
acknowledge radiology critical results in ieMR

• Electronic Task Manager, which improved after-hours 
care and enabled clinicians to allocate, track and 
communicate clinical tasks on mobile devices to 
ensure they respond to the most critical patient 
needs after hours 

• Zeiss Ophthalmology solution, which improved 
efficiency in one of the busiest outpatient clinics 
at Gold Coast Health. It enabled networking of four 
diagnostic machines to conduct eye exams so that 
data can be accessed anytime from anywhere and a 
patient’s complete exam history can be viewed using 
intelligent data displays 

• Mercury e-Credential, which processes and manages 
all aspects of credentialing for clinical staff, moving 
from paper-based to a fully digital solution

• Injury Management, which delivered improvements 
in the case management of employees who are 
injured at work and has made employee claims 
processing more efficient.

The new space gives clinicians the opportunity to 
collaborate with information technology professionals 
and industry to create new digital solutions, according to 
Digital Engagement Director Tracey Brook.

“The move gives us access to an open-planned office 
space featuring collaboration areas, a board room, event 
spaces and a communal area for teams working in the 
Precinct, encouraging networking,” Tracey said.

“We want to work with industry partners to trial new 
digital solutions and experiment with emerging 
technologies, such as artificial intelligence, to develop 
digital prototypes.”

Looking forward, Digital Transformation Services 
will work to meet challenges relating to the provision 
support for  ieMR and MIIS hardware, and more than 
5000 devices. The area will continue to enable digital 
transformation across the health service, with a focus 
on assisting clinicians to optimise their workflows and 
improve the quality of clinical documentation and data.

devices upgraded to Windows 10 
and Office 365 across the health 
service

key clinical application 
and business system 
upgrades across the 

health service delivered 
across the year

enquiries about 
potential new 
digital solutions

imaging services had been 
performed in the first nine 
weeks of operation of the  
new medical imaging system 

6800
mobile

x-ray

desktop
comment

20+

100+

50,000 
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The impact of community support 
Gold Coast Hospital Foundation is a locally based 
not-for-profit organisation that supported more 
than 180,000 patients and their families last 
financial year who faced medical hardship caused 
by illness, injury or disability.

Established 25 years ago as the official charity for 
Gold Coast Health, the Foundation relies on the 
generosity of individuals, sponsors, corporate 
partners, and people who leave a gift in their Will 
to fund its vital work.

Together with this ongoing support from the 
community, the Foundation is committed to raising 
much-needed funds to improve health outcomes 
for children and adults through a range of vital 
support programs including:

• Cancer Patient Transport Service

• Emergency Accommodation Service

• purchasing medical equipment and aids

• funding hospital-led health research

• improving hospital facilities and patient spaces

• providing scholarships for Gold Coast Health 
staff.

Gold Coast Hospital Foundation

Thomas Wiltshire, pictured with Foundation mascot Betty 
Get Better, spent the first four months of his life in hospital 
fighting for survival, before being diagnosed with the lifelong 
condition cerebral palsy.
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The foundation relies on 
community support. Donations 
are welcomed at  
www.gchfoundation.org.au

Community and corporate donations during the 
2018-2019 financial year helped Gold Coast Hospital 
Foundation achieve the following highlights:

• the Emergency Accommodation Service provided 
a record 610 nights of emergency accommodation 
assistance to the families of patients in trauma, 
intensive care, neonatal intensive care, children’s 
critical care and postnatal mental health  
hospital units

• the Cancer Patient Transport Service made 6500 
journeys to help people affected by cancer get to 
and from hospital for vital treatment

• funding was successfully secured for 71 items on the 
children’s medical equipment wish list, benefiting 
newborns, children and teenagers across Gold Coast 
Health’s neonatal and paediatric units. Equipment 
funded included a laparoscopic surgery instrument 
set, neonatal Giraffe Omnibed incubator, and a multi-
sensory ceiling projector in the Children’s Emergency 
Department

• 46 items on the general medical equipment wish 
list were also funded, including a Quickie IRIS Tilt 
in space wheelchair, a non-invasive Bladder Scan 
device, and a Haggis Mask

• 21 hospital facilities and patient spaces were 
improved, including the Robina Hospital LIFEspace 
and Gold Coast University Hospital’s Lavender Unit

• the Foundation awarded five nursing and midwifery 
scholarships to Gold Coast Health staff to further 
education and knowledge in specialist health areas

• as part of the major research program developed in 
partnership with Gold Coast Health, the Foundation 
continued its commitment to fund cutting-edge 
health research to address chronic health conditions. 
Researchers began a study in 2018 to find a test 
to help with earlier diagnosis of sepsis in children. 
Funds raised this year for the next clinical trial 
will help researchers perform one of the largest 
randomised-controlled trials on early resuscitation 
of children with sepsis. The innovative approach 
will test two interventions with greatest promise to 
improve patient outcomes. The study will capture 
functional outcomes and quality of life, consumer 
engagement, and sepsis-related costs

• 280 generous Gold Coast Health staff helped make 
a difference to patients in hospital by giving regular 
donations from their pre-tax pay via the Foundation’s 
Above and Beyond Workplace Giving program. 
Workplace Giving is a simple and cost-effective way 
to make tax-deductible donations to the Foundation

• a three-year grant totalling $330,000 was donated 
by the Greater Charitable Foundation to help 
the Foundation fund the expansion of the Child 
Life Therapy program delivered at Gold Coast 
University Hospital. Child Life Therapy has been 
highly beneficial for young patients and focuses on 
medical play to familiarise children with the theatre 
environment

• the second annual Care for Cancer lunch was a huge 
success, raising a record $62,000 to support local 
cancer patients in need. The Foundation’s signature 
fundraising event provided essential funding to help 
keep the Cancer Patient Transport Service on the 
road and purchase state-of-the-art chemotherapy 
chairs

• the inaugural Police and Community Charity Ball 
hosted by Queensland Police Service, New South 
Wales Police Force and Australian Federal Police 
raised more than $33,000 to help sick children and 
their families in hospital.

Thousands of patients are helped each year by the 
Foundation, but there is so much more still to be done. 
By supporting Gold Coast Hospital Foundation you can 
help make sure every child in Gold Coast public hospitals 
receive world-class care and have access to the best 
possible medical equipment and facilities.
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