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Addressing the Burday, Of Diseagy
Balancing Our inveshnentin Heaith
improving Indigeng,s Heajth

These strategip. ditectiong wil] influence budget Negotiationg and  servip
enhancements Over the nex ten year They Provide 4 framewnrk for pianm'ng at gj
levels of the Crganisatign D provide tleariy integrateq health Services 1 alf
Queensfandezs.

Af the Same timeg, Queens!and Health hag Made an explicit ang Ongoing Commitmeang
fo Performance accountabﬂity.

* @ brogg accountahiiity Mechanism for the Provision of Quality heay, Servicey jn
ricf

Performance improvement Consistant with Corporate, Zonaj and
Disiripy leve] pianning Prioritieg for the deiive:y of serviceg within each Heafth
Service District.

Bundaberg Heaity Service District o5 Queensland Heaith, it Constitutag the
BCcountabiiity of the Distriet Manager fo the Direcinr~GeneraI in Telation i the
-Tespurceg allocateq o the Heaith Service Distriet for the 2003/2004 financia) year

the Service gng COporte responsibiiities fo be discharged in retym for these
resources. Undeipinning the Orésment 5 the obligation, o adhers o relevan
Queensl'and Heafth -and Govemment Policigs, Practiceg, guideiines, standards,
administrative Proceqdyreg and Acts of Parﬁament.
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rLeck Dan Bergin
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Ors Buckian
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SECTION ONE: GUIDING PRINCIPLES

The management and delivery of services within each Health Service District will be
in accordance with the Principles and Key Values of Queensland Health as stated in
the Strategic Plan 2000-2010.

The Principles are:
# Operating as one organisation providing a comprehensive health system.
+ Focusing the purpose and role of Queensland Health on:
* Prevention, heatth promotion and early intervention;
Evidence-based dinical practice;
+ Partnership with all health care providers (including private sector and non-
government bodies); and
* Managing the public health risks 1o Queenslanders.

¢ Maintaining a high quality of health care.

+ Priority in aflocation of resources to meet demenstrated need and ptinciples of
equity. .

+ Encouraging individual responsibility for personal health

+ Implementing the principles of the Charfer of Public Service in a Culiurally Diverse
Society.

¢ Fostering research and education to continuously improve heath services.

+ Transparent and accountable processes consistent with sound business practice,

+ Respect for the heaith nghts and needs of individual consumers,

The Key Values are:
+ Quality and Recognition
+ Professionalism

+ Teamwork
+ Performance Accountability

£ Daeumers and Senings Fodleyii oAl Sadings Tero'bandaparg v dee 4




SECTION TWO: KEY UNDERTAKINGS
== o IV AEY UNDERTAKINGS

The key undertakings for all Health Service Districts for the financial year 2003/2004
are;

Resource Management and A ccoutability:

Maintain budget integrity:

Obtain Zonal Manager approval before any new services are established or
existing services are enhanced/contracted

Adhere to Queensiand Health's Business Rules 2003/2004;

Develop an annual District Operational Plan;

Implement systematic District level performance monitoring processes including
benchmarking and forecasting of service capacity and resource requirements;
Expend specific funding allocations in accordance with the purpose for which they
were provided unless otherwise negofiated with the Zonal Manager;

Expend capital allocations within the District budget in accordance with the
District's Capital investment Strategic Plan;

s Devolve resource management to cost centre manager level:

+ Maintsin and support of corporate  performance monitoring systems and
processes;

» Implement a Memorandum of Understanding with Information Services detailing
senvices and service levels fo ba provided by both parties;

+ Adhem to the servica level agreement for Pathology and Scientific Services as
negotiated between the General Manager (Health Services) and the State
Manager, Pathology and Scientific Services, in consultation with the Zonal
Manager .

Strategic Directions

» Ensure all major service enhancements reflect the Smart State Heatlth 2020

Directions Statement (2002) and the Queensiand Health Strategic Plan 2000-
2010. Priority strategies in the next 3-5 years for Smart State Heaith 2020 are:

Improving the Health of Queensianders
» Taking a wider perspective on heaith
» Targetareas for heaith improvement i
¥ Involving Queenstand commupities in better health and health care

Developing the Health System
¥ Developing an integrated, patient centred health system
» Shaping our future health care woridorce
> Smart State Research and Technology
» Paying for Health In 2020

Support the ISAP {Integrating Strategy and Performance) initiative as a vehicle to
achieve the Health 2020 vision,
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SCHEDULE 1
AGREED ACTIVITY TARGETS 2003/04
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SCHEDULE 2

APPROVED BUDGET 2003/4, see DSS budger module
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SCHEDULE 3

BUSINESS RULES 2603/04
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ORTS REQUIRED ==

REPORTING REQUI REMENTS

W et o LEST T b Lecry i i e

Datz for Queensland Health's Admitied Patient Quarterly milestones

Data Collection fo be submitted within 35 days of | achievement report to Zonal

the end of the collection Manager

Submit monthly activity stafisties reporis To Data Services Unit, Health

Information Centre COB 14™ day
afier the end of the reference
period

Submit monthly snapshot reports

To Finance Unit by COB 5°
working day of each month (cc
Team Leader Business
Operaticns)

Executive Summary

To Zonal Manager by the £°
working day of each month.
monith {cc Team Leader
Business Cperafions)

MILESTONES REPO

The reporis should be succingt and presented in dot-

anticipated that the majority of the reports will net exceed two pages and that many will

RT
point farmat where possibla. it is

ot excesd one page. A template wili be provided.

instances,

REPORTS BY E-MAIL

It is required that Service Agreement reports to the Zonat Manager be via e-mail. Kis
excepted, however, that this method of communication might not be suitable in all

IMPORTANT ...

District Managers are required to provide an immediate report to the Zonal Manager
where major difficutties/delays are apparent in achieving Targetstndedakings.

Measuwres/Strategies or Reporting Requirements.

CDnzumends and Setingsdotayilosal Semn s\ Tempibuncabarg v2.dae
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Issues and crisis management slrategies and guidelines
GUIDELINES

Good communications are essential to a District's day-to-day operations and to
positioning Queensland Heatth as one erganisation providing quality health care
through a comprehensive network of health services.

The people key to our success are

* our workfarce

= the community

* patients and their families

* key stakehoiders inciuding other health care providers, unions and professional
associations,

For support and assistance with your communications needs, contact your District or
Zonal Communications officer.

Communication is a priority
We strive to develop and maintain open cammunication with each other, and with the
community, our patients and pariners in heatth care.

Our efficiency and effectiveness depends on the quality and timeliness of our
communication, which supports our clinical and technical skills.

We value personal communication and acknowledge face-to-face communication is
best, wherever possibla.

We recognise the diversity of our audience and use diverse means {o share
information and instructions, and fo obtain feedback.

We achieve excellence in our externa communication by first achieving high
standards in intemal communication practices.

Communication is everybody’s business
We encourage everyone in our organisation, whatever their role, fo take responsibility
for the quality of our organisation's comrmunication.

Every contact, whether personal, by phone, Internet or mail, is an opportunity to
enhance Queensland Health's reputation and service.

We value consulfation and feedback
We value two-way communication and always encourage and accept feedback — both
formal and informal — from our staff, our patients and our stakeholders.

We expect our managers o listen io the views of others and to take those views into
account as part of the decision-making process.

We accépt that decisions and poiicies should be explained to those who will be
expected fo accept and/or implement them.

We will formally evaluate our communication.

Calgouments and SatngsyuinolayiLocal Set‘:sﬁgs‘:Temp!hunriaberg v2.doc 15




INTERNAL COMMUNICATION STRATEGIES

L

-

Promaote open communication within Queensiand Health by making the best use of
existing channels such as Health Matters, Heaith Manager, Intranet and Intemet,
sateliite broadcasts, Executive and senior officer forums, District program and unit
newsletters

Consult with staff regarding initiatives they will be expected to implement and
ensure staff has access to information required fo do their jobs, and are aware of
their responsibiiity to be informed about matters relating 1o their workplace.

Introduce the “team brief" concept using immediate supervisors as the primary way
of communicating with staff. {Queensland Heafth research tells us that staff regard
information delivered by their immediate supervisor as being more directly relavant
to their rola)

Make summaries and actions filom senior and local management meetings read ity
available, where appropriate.

Promote staff understanding of Queensland Health as one organisation and build a
sense of shared purpose.
Hold reguiar staff forums to provide an opportunity for staff 1o air concems.

Ensure staff have access to regular newsletters and/or email bulleting about district
activities

Implernent a process for advising staff of the district's position on current issues
{eg budget, issues in the media) using memos on specific fopics, or team buitding

Establish an executive noficeboard where staff can access the latest executive
minutes, memos, newsletters or bulleting

Ensure all corporate office and district activities are linked to Queensland Heaith's
key directions and priorities.

Inform staff and their unions first of major deparimental projects, issues and
initiatives.

Recognise and celebrate meritarious servica.

increase opportunities and encourage senior managers to use face-fo-face

communication with their staff wherever possibie (eg through regular work-group
meetings and meetings about specific issues).

Refine induction processes to reinforce the inks between local operations and
statewide directions and policies.

‘Documents and SettingsidoiayjLocal Semngs\Temptbunaaberg v2.doc 16




EXTERNAL COMMUNICATION STRATEGIES

« Maintain a consistent Queensland Health corporate image in the community by
developing and implementing specific client service standards eg. response times
1o correspondence, phone calls etc

* Reflect Queensiand Health's corporate idertity in all district communication
materials

» Review regularly the effectiveness of existing internal communication.

Ensure Queenslanders have access to clear concise and accurate information on
health, diseases, treatment and the avallabllity of services by

» Incorporating communication strategies into the development and delivery of
health services inttiatives in consultation with your District or Zonal
communications officer,

» Maintaining public awareness of new and emerging disease issues.

= Providing information and conduct campaigns fo increase awareness of
Queensland Health services and facilities, protect health, prevent disease, fliness
and injury, promote the heatth and well being of Queenslanders.

+ Developing and maintaining effective partnerships with key stakeholders including
federal and state government departments, District Health Councils, non-
govermnment agendies and professional associations,

Ensure Queenstand Health's position on specific issues aligns with community
expectations and legistative requirements by

* ldentifying and training capable officers as deparimental spokespersons

» involving specialist communication officers in pro-active media/issues
management strategies in major departmental project service delivery or changs
initiatives.

» Ensuring appropriate sectors within the community are aware of relevant
legislation

= Building and maintaining waorking relationships with local media outlets

= Promoting Queenstand Health's “successes” in service delivery

Encourage community pariicipation in the planning, delivery and evaluation of health
services by

= Aclively seeking and responding to patient feedback on current and proposed
health services.

* Introducing a standard Patient Complaint Managemen! process across all areas
and raise awareness with patients.

» Enhancing communication with consumer action groups, -

CLosuments and Scrngs:donleyilocal Settngs\Temptbundaberg v2 doc 17




Queensiand
yemmet  MEMORANDUM

Ta: All District Managery
Cuples tor Manager, Cenponl Zeme Munagrment Tinit
Frox: Zonst Manxger, Contral Zome Coatact Ko: 32340805

Fax Koz 354384

Fil= Ref: CIM- 4o

l:&mhmm—mww

Ymhn:rmdvuin&dnupyof&cdnmmdmmaduﬁmhwhmﬂ:u
agreed. Would you ploass tign the d and retim a ph Py of the xignan pagr: to my
officz by COB Toesday 30 September 2003, By thin duse you will kave recsivod the sctivity
tergees and the forma) 2003-2004 budget relrass

hﬂzpmﬁu:hv:bmmmﬂmwhnekhnhmﬁﬁm&wmhauﬁdmnf




