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To: The Hon Stephen Wade MLC 

Minister for Health and Wellbeing 

 

This annual report will be presented to Parliament to meet the statutory reporting 
requirements of the Public Sector Act 2009, the Public Finance and Audit Act 1982, 
and the Health Care Act 2008 and the requirements of Premier and Cabinet Circular 
PC013 Annual Reporting. 

This report is verified to be accurate for the purposes of annual reporting to the 
Parliament of South Australia.  

 

 

 

Submitted on behalf of the Northern Adelaide Local Health Network by: 

 

 

Maree Geraghty 

Chief Executive Officer 

 

 

 

 

Date           /09/21          Signature _______________________ 
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Acknowledgement of Country  

Northern Adelaide Local Health Networkrlu tampinthi Kaurna miyurna yaitya 
yarta-mathanya Kaurna yartarna-arra ngadlu warpulayinthi.  

Ngadlu tampinthi purkarna pukinangku, yalaka, tarrkarritya.  

Ngadlu tampinthi yaitya mathanya kuma parnaku tuwila yartangka. 

 

Northern Adelaide Local Health Network acknowledges the Kaurna people as the 
traditional custodians of the land where we proudly work and deliver health and 
wellbeing services.  

We also honour Kaurna Elders past, present and emerging.  

We recognise Aboriginal cultural authority, and their ongoing spiritual connection 
to country. 

 

From the Chair, Governing Board and Chief Executive Officer 

  

  
  

It is with great pleasure that the Northern Adelaide Local Health Network (NALHN) 

Governing Board and Executive team present the 2020-21 NALHN Annual Report. 

  

Like all hospitals and health services across the sector, the continuation of the 

COVID-19 pandemic has provided many challenges to NALHN over the past year. 

Local outbreaks and support for the vaccination roll-out have led to increased 

demands on our staff and services, but despite this, we have forged ahead and kept 

our focus on improving the health and wellbeing of our community. 

  

Throughout this time, our staff have demonstrated a strong resilience and 

commitment towards each other in how they have worked tirelessly to keep South 

Australians safe. This includes the way in which we have delivered services virtually 

in the peak of the pandemic, adapting to new and innovative technologies, such as 

telehealth and video-conferencing services.  
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The capacity of our staff to support COVID-19 testing and vaccination efforts in 

parallel with maintaining the services we deliver across our hospital and community 

sites has been outstanding. 

  

In May 2021, NALHN’s Elizabeth COVID-19 Vaccination Clinic successfully opened 

at the Playford Civic Centre and since then it has delivered more than 20,000 doses 

as at 30 June 2021.  To support NALHN’s Aboriginal and Torres Strait Islander 

community, a dedicated Aboriginal Health hub and outreach service was also set up 

at the Clinic, providing our consumers and their kin across Adelaide, access to the 

COVID-19 vaccine administered by our Aboriginal Health team at Watto Purrunna 

Aboriginal Primary Health Care. 

  

Some major milestones were achieved this year for NALHN’s redevelopment 

projects at both Modbury Hospital and Lyell McEwin Hospital which will strengthen 

both sites into world-class facilities for our community and staff. 

  

At Modbury Hospital, we saw the completion of the re-established High Dependency 

Unit and refurbished Surgical Suite. This has enabled more patients to have low to 

medium complexity surgeries, including multi-day surgeries, and recover closer to 

home. 

 

We also welcomed the opening of the new Outpatients Department and new front 

entrance and café. Further work has since progressed on a new purpose built 

20-bed Palliative Care Unit and Short Stay General Medical Unit at the site. 

  

In January 2021, construction commenced for the expansion of the Emergency 

Department and new Short Stay Mental Health Unit at Lyell McEwin Hospital.  

  

Both redevelopment projects will enable NALHN to meet the future needs of our 

community through more contemporary well-designed facilities. 

  

To acknowledge the work of our exceptional people, this year NALHN launched the 

inaugural NALHN Staff Awards. Nominations were received from individuals and 

teams across 10 different categories which were aligned to NALHN’s organisational 

values, vision and purpose. All finalists and award winners were celebrated at a gala 

event attended by more than 150 guests, including South Australia’s Minister for 

Health and Wellbeing and the NALHN Governing Board.  

  

NALHN’s Clinical Services Plan was released in March 2021. The Plan was 

developed by our clinicians and builds on the foundation laid by our Strategic Plan 

2020-25, providing a blueprint for NALHN’s future service direction to meet the 

needs of our growing and diverse community. It sets out the key priorities for clinical 

service delivery across our network, while developing Models of Care, to deliver 

high-quality cost-effective services that are aligned to the changing needs of our 

population. 
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NALHN’s Outpatients Department Redesign Project has made significant 

improvements to access and flow within the Department. As a result, maximum 

waiting times have reduced from over eight years to four years, with further 

improvements anticipated in 2021-22. 

On behalf of the Governing Board and Executive team, we would like to thank all our 

staff for their commitment to keeping our hospitals operating during the COVID-19 

pandemic and while construction works continue to progress across our sites. We 

are truly proud of their resilience and dedication to delivering safe, high‑quality health 

and wellbeing services to the community. 

We again look forward to building on the great work achieved during 2020-21 and to 

delivering the best possible health and wellbeing outcomes for our community. 

Ray Blight 
Chair, Governing Board 

Maree Geraghty 
Chief Executive Officer 

3 

Northern Adelaide Local Health Network 
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Overview: about the agency 

Our strategic focus 

Our Purpose The Northern Adelaide Local Health Network (NALHN), an 
incorporated hospital under the Health Care Act 2008, provides a 
range of hospital, community and home-based services across 
multiple sites in the northern and north-eastern Adelaide region.  

Our Vision Our community has the best possible health and wellbeing 
throughout their life. 

Our Values Values are at the heart of our organisation and inform our culture 
and how we work. In NALHN we believe that: 

Everyone has a story. 
Everyone matters. 
Everyone contributes. 
Everyone grows. 

Our 
functions, 
objectives 
and 
deliverables 

The NALHN Governing Board  is responsible for the overall 
governance, leadership and oversight for local health service 
delivery by the Local Health Network, including governance of 
performance and budget, clinical governance, safety and quality, 
risk management and achievement of the board functions and 
responsibilities. 

NALHN comprises two hospital sites. Lyell McEwin Hospital, a 
major adult tertiary hospital, provides emergency care, complex 
and multi day surgery, medicine, obstetrics, paediatric and 
outpatient services. Modbury Hospital provides emergency care, 
elective surgery, medicine, outpatient and sub-acute services, 
rehabilitation, geriatric and palliative care.   

Other specialty services provided by NALHN include GP Plus 
Health Care Centres and a GP Plus Super Clinic, four dedicated 
Aboriginal healthcare sites, and a satellite dialysis centre. 

Mental health services are provided across community and 
hospital settings in NALHN, including adult, older persons and 
state-wide forensic services. 

Objectives 

• To expand services to provide an increased level of health and 
wellbeing for residents in the north and north east. 

• Continued development of NALHN’s highly skilled and valued 
workforce. 

• Continued commitment to patient safety and quality 
improvement activity across NALHN. 

• A strong commitment to high quality research acknowledging 
the valuable contribution to improving patient care and 
attracting leaders in their respective fields.  
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Our organisational structure 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Changes to the agency  

During 2020-21 there were no changes to the agency’s structure and objectives as a 
result of internal reviews or machinery of government changes.  
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Our Minister 

 

Hon Stephen Wade MLC is the Minister for Health and 
Wellbeing in South Australia. 

The Minister oversees health, wellbeing, mental health, 
ageing well, substance abuse and suicide prevention. 

 

 

 

 

Our Governing Board 

Mr Ray Blight (Chair) 

Mr Michael Forwood (Deputy Chair) 

Ms Anne Burgess 

Mr Frank Lampard OAM 

Ms Mary Patetsos 

Dr Carolyn Roesler 

Ms Linda South 

Mr Robin Moore 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(Left to Right) 

Back row:  Mary Patetsos, Robin Moore, Linda South, Michael Forwood, Anne Burgess, Frank Lampard OAM, 

 Dr Carolyn Roesler 

Front row:  Ray Blight and Maree Geraghty  
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Our Executive team 

Ms Maree Geraghty Chief Executive Officer 

Ms Karen Puvogel  Chief Operating Officer 

Ms Natalia Hubczenko Chief Finance Officer 

Mr Kurt Towers Executive Director, Aboriginal Health 

Ms Sandra Parr Executive Director, Allied Health 

Ms Helen Stevens Executive Director, Human Resources and Workforce 

Dr John Maddison (Acting) Executive Director, Medical Services 

Assoc. Prof. Vanessa Owen Executive Director, Nursing and Midwifery, Clinical 
Governance and Risk Management 

Ms Sinead O’Brien Executive Director, Strategy and Innovation 

Mr Arindam Chaudhuri 

 

Executive Director, Digital Health (from 16/11/2020) 

Ms Cate Hilliard Chief Digital Information Officer (to 27/11/2020) 

Mr Peter Mullen Director, Corporate Operations 

Dr Venu Kochiyil (Acting) Divisional Director (Medical), Aged Care, Rehabilitation 
and Palliative Care (from 06/04/2021) 

Dr Sally Johns (Acting) Divisional Director (Medical), Aged Care, Rehabilitation 
and Palliative Care (to 31/03/2021) 

Ms Kirsty Delguste Divisional Director (Nursing), Aged Care, Rehabilitation 
and Palliative Care 

Dr Penny Conor (Acting) Divisional Director (Medical), Critical Care 
(from 12/10/2020) 

Dr John Maddison (Acting) Divisional Director (Medical), Critical Care  
(to 11/10/2020) 

Mr Damien Heffernan (Acting) Divisional Director (Nursing) Critical Care (from 
10/10/2020) 

Ms Nadja Hartzenberg Divisional Director (Nursing), Critical Care (to 
05/10/2020) 

Dr Tony Elias Divisional Director (Medical), Medicine 

Ms Trudy Smith-Sparrow 
(Acting) 

Divisional Director (Nursing), Medicine (from 10/10/2020) 

Mr Damien Heffernan Divisional Director (Nursing) Medicine (to 09/10/2020) 
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Our Executive team (continued) 

 

Dr Sanmuganatham Sujeeve Divisional Director (Medical), Mental Health  

Ms Dianne Callahan Divisional Director (Nursing), Mental Health 

Ms Nicole Keller Director, Allied Health (Mental Health) and Community 
Mental Health 

Professor Jeganath Krishnan Divisional Director (Medical), Surgical Sub-Specialties 
and Anaesthesia 

Ms Heather Saunders Divisional Director (Nursing), Surgical Sub-Specialties 
and Anaesthesia 

Dr Martin Ritossa Divisional Director (Medical), Women and Children’s  

Ms Meredith Hobbs Divisional Director (Nursing and Midwifery), Women and 
Children’s 

 

  



OFFICIAL 
 

2020-21 ANNUAL REPORT for the Northern Adelaide Local Health Network 

 12 | P a g e  
 

OFFICIAL 

 

Legislation administered by the agency 

None 

 

 

Other related agencies (within the Minister’s area/s of responsibility) 

Department for Health and Wellbeing 

Wellbeing SA 

Commission on Excellence and Innovation in Health 

South Australian Ambulance Service 

Barossa Hills Fleurieu Local Health Network 

Central Adelaide Local Health Network 

Eyre and Far North Local Health Network 

Flinders and Upper North Local Health Network 

Limestone Coast Local Health Network 

Riverland Mallee Coorong Local Health Network 

Southern Adelaide Local Health Network 

Women’s and Children’s Health Network 

Yorke and Northern Local Health Network 
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The agency’s performance 

Performance at a glance 

During 2020-21 at NALHN:  

• NALHN’s financial position at the end of 2020-21 was a deficit of 

$12.6 million. This deficit was mainly due to COVID-19 related expenditure.  

• Activity for NALHN exceeded funded levels by 5,118 National Weighted 

Activity Units, which equates to $27 million worth of additional activity. 

• NALHN’s cost per National Weighted Activity Unit is 1.8% below the National 

Efficient Price (NEP), compared to the State average of 7.3% above NEP. 

• We achieved a Relative Stay Index of 0.85 with our inlier average length of 

stay reducing from 3.05 days in 2019-20 to 2.96 days in 2020-21 for acute 

overnight average length of stay. 

• We treated 120,244 presentations in the Emergency Department, 4.3% higher 

than last year. 

• We undertook 16,701 Elective Surgical procedures, including an additional 

2,104 procedures undertaken in the private sector as part of the State’s 

Elective Surgery Strategy. 

• At the end of June 2021, NALHN had a total of 44 patients overdue for 

Elective Surgery procedures, compared to the State total of 1,158 patients 

overdue for Elective Surgery, all categories. 

• We had 332,422 outpatient presentations, which is 1.1% higher than last year. 

• We had 3,826 births at Lyell McEwin Hospital in 2020-21, an increase on the 

previous year.  

• In March 2021, NALHN released its Clinical Services Plan 2020-2025. 

Agency response to COVID-19 

NALHN forms part of the state-wide Local Health Network COVID-19 response and 
plays an integral part in the COVID-19 South Australian Inpatient Integrated Plan 
(SAIIP). The SAIIP is informed by event-based triggers, namely numbers of 
COVID-19 positive case beds utilised in hospital, for both Intensive Care Unit beds 
and general inpatient beds. 
 
As part of the SAIIP, NALHN has developed a COVID-19 Response Plan (staged 
action plan) that can be enacted in response to any local positive COVID-19 case or 
state-wide COVID-19 cluster under the direction of the NALHN Incident Management 
Team.  
 
The NALHN COVID-19 Program sits under the governance of the NALHN Director of 
Nursing (Operations) reporting through to the Chief Operating Officer and includes 
the COVID-19 Testing Clinic located at the Lyell McEwin Hospital and the Elizabeth 
COVID-19 Vaccination Clinic located at the Playford Civic Centre.   
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Agency contribution to whole of Government objectives 

Key objective Agency’s contribution 

More jobs 
In line with the key NALHN Strategic Plan, high priority work 
linking to the strategic imperatives of Exceptional People and 
Culture have been implemented across the Local Health 
Network, with a focus on employer of choice, diversity and 
inclusion well-being, staff engagement and culture.  
 
These activities include: 

• the formal establishment of the Exceptional People & 
Inclusive Culture Steering Committee; 

• research and commencement of the development of a 
workforce plan linking to the NALHN Clinical Services 
Plan 2020-2025; 

• the formal establishment of a well-being sub-committee; 

• the formal establishment of a Diversity & Inclusion 
sub-committee. 

 
NALHN’s aim is to be the employer of choice for the Aboriginal 
and Torres Strait Islander community in the north through its 
Aboriginal Workforce action plan and committee. In addition, 
NALHN truly values the significant and important role our 
existing Aboriginal workforce plays; therefore has established 
the network’s inaugural Aboriginal and Torres Strait Employee 
Network. This network meets four days a year and discusses 
and advises strategies to engage, upskill, and retain this critical 
workforce. 
 

Lower costs  
In 2020-21, NALN reduced its cost per National Weighted 
Activity Unit to 1.8% below the National Efficient Price, which is 
a significant improvement from last financial year where 
NALHN’s cost was 3% above the National Efficient Price.  
 
This was achieved through the implementation of a number of 
savings in the following areas: 

• Nursing costs which were more closely matched to 
activity 

• Medical overtime 

• Security costs 

• Conversion of casual security staff to permanent 

• Goods and services through better procurement 
arrangements 

• Vacant positions not recruited to unless essential to 
delivery of services 

• Reduction in length of stay 

• Reduction in clinical variation. 
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Better Services 
NALHN continues to be innovative and provide services to meet 
the needs of our population. 
 
In March, NALHN released its Clinical Services Plan 2020-2025. 
Developed by our clinicians, the plan builds on the foundations 
laid out in our Strategic Plan and sets the blueprint for clinical 
service direction over the next five years.  
 
The plan aligns the needs of our growing population with the 
services NALHN plans to deliver in order to provide the best 
clinical outcomes, at the lowest cost and as close to home as 
possible. 
 
The plan will assist NALHN to engage purposefully in 
discussions with the Department for Health and Wellbeing about 
how available and future funding can best be applied to service 
our community. 
 
In line with our Clinical Services Plan 2020-2025, NALHN has 
delivered care close to home for our community during 
significant change and redevelopment of our hospital sites. 
Modbury Hospital’s refurbished surgical suite and re-introduction 
of a High Dependency Unit has increased the range and 
complexity of surgeries able to be undertaken on site. This 
increases the number of patients that can have surgery closer to 
home, in turn supporting the Lyell McEwin Hospital to undertake 
more emergency surgeries. 
 
Our Women’s services have also introduced a digital perinatal 
mental health screening tool to ensure great access and service 
delivery for our community. 
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Agency specific objectives and performance 
 

Agency objectives Indicators Performance 

STRATEGIC IMPERATIVE 

Inclusive culture: 

NALHN is committed to 
supporting and building 
our personality in line 
with our values and 
determination to provide 
the best care, every time, 
by our exceptional staff. 

A values-based workforce 
in which all our staff know 
and embrace our core 
values. 

• The organisation’s core values are 
articulated in the NALHN Strategic 
Plan 2020-25. 

• These values have been 
incorporated into our workforce 
plans, professional development 
plans and recruitment to ensure we 
create a culture where: 

Everyone has a story. 
Everyone matters. 
Everyone contributes. 
Everyone grows.  

Psychological safety in 
which staff feel valued and 
are safe to learn, grow, 
speak up and achieve 
without any concern for 
negative repercussions. 

• NALHN has committed to 
establish an organisation wide 
speaking up culture through 
implementation of the Cognitive 
Institute’s Speaking Up For 
Safety (SUFS) train the trainer 
program, whereby staff are 
trained in a common language to 
speak up at any time there is a 
safety concern. NALHN has 
trained 85% of its staff in SUFS. 

• NALHN continues to monitor the 
psychological safety of our staff 
through staff surveys, Work 
Health and Safety audits and 
reporting systems. 

Excellence in care through 
partnership, learning, 
evidence, research, and 
continuous improvement. 

• The Northern Precinct Roundtable 
was established with local councils, 
key partners in the north and other 
government agencies. 

• Research Strategy is in 
development and is aimed at 
Research being part of core 
business at NALHN, with 
anticipated growth in future years. 

A state-wide reputation for 
our spirit of learning, 
growth and excellence 
embodied in an inclusive 
culture. 

• NALHN has created pathways to 
enable current and future leaders to 
gain the experience and skills 
necessary to succeed and realise 
their potential including the Ways of 
Working (WOW) forums, and New 
and Existing Managers’ Training. 

• The Consumer and Community 
Engagement Strategy 2020-25 
continues to ensure we hold 
ourselves accountable when 
consulting with our community and 
consumers. 
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Agency objectives Indicators Performance 

A welcoming and safe care 
environment where the 
rights and needs of all 
members of our community 
are championed, 
particularly people who are 
at risk of poorer health 
outcomes, or of limitations 
in access and advocacy. 
This includes actively 
supporting better outcomes 
for Aboriginal people, and 
responding to the needs of 
people from culturally and 
linguistically diverse 
backgrounds. 

• The NALHN Reconciliation Action 
Plan committee, in consultation with 
key Aboriginal stakeholders, 
co-designed and implemented a 
cultural audit tool to ensure all 
clinical areas of the network develop 
a plan of action ensuring our staff 
and environment are culturally safe 
and accessible. 

• The NALHN Clinical Services Plan 
was released to better plan our 
services to meet the needs of our 
diverse community, included our 
large culturally and linguistically 
diverse population. 

Service Design: 

NALHN delivers services 
tailored to meet the 
health needs of our 
population in the most 
effective and efficient 
way. 

Effective and innovative 
care from beginning to end 
of life. 

 

• The NALHN Clinical Services Plan 
was released, which will guide our 
clinical services over the next five 
years, ensuring we understand and 
meet the needs of our vulnerable 
and growing population. 

• A number of services continue to be 
developed with our clinicians and 
our consumers to meet the needs of 
our population, for example:  

o Expansion of Community 
Palliative Care services for 
after hours and on weekends. 
Enabling greater access for 
palliative care patients. 

o Implementation of the 
state-wide model of care for 
patients with an intellectual 
disability. Transitioning  from 
Centre for Disability Health to 
the new South Australian 
Intellectual Disability Health 
Service. 

o Mental Health Co-responder. 
Partnership between NALHN 
Mental Health and SA 
Ambulance Service to provide 
early intervention in the 
community to reduce the need 
for Emergency Department 
(ED) care. 

o Prison in reach program - 
forensic in reach teams to 
support mental health care in 
prison.  
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Agency objectives Indicators Performance 

o Coordination of patients to the 
Priority Care Centres allowing 
for faster urgent care for those 
patients in clinical scope. 

o Commencement of lower limb 
arthroplasty at Modbury 
Hospital allowing for care 
closer to home. 

• The Kanggawoddli Dialysis program 
collaboration with Central Adelaide 
Local Health Network and 
Aboriginal community stakeholders 
has demonstrated improved health 
outcomes, whilst significantly 
reduced avoidable hospital and ED 
admissions for the NALHN 
Aboriginal community. 

 Excellent and 
compassionate health 
services delivered to our 
key population groups. 

• NALHN’s Watto Purrunna and four 
dedicated Aboriginal Health 
Services and team within strategic 
locations within the NALHN and 
Central Adelaide Local Health 
Network catchment provide 
comprehensive primary health care 
to over 3,000 Aboriginal community 
members.  

• NALHN’s state-wide service, 
Kanggawoddli hostel, provides a 
24/7 care coordination and support 
program for fellow country men and 
women traveling from rural and 
remote locations within Australia to 
access medical services in Adelaide 
metro. This service also implements 
a culturally responsive hospital 
avoidance program, keeping 
vulnerable consumers in the 
community and out of hospital and 
ED beds.  

• Kumangka Padninthi Health and 
Wellbeing Unit (KPHWU) provides 
clinical and cultural support within 
the Acute care setting. 

• The KPHWU Team incorporates 
after hours ED access team, Care 
Opportunities team and the 
Aboriginal Hospital Liaison Officers. 

• Ongoing investment of KPHWU was 
established in 2021. 

• The after hours ED access team 
commenced in December 2020; 
seven days after hours support 
provided in the ED. 

 

 

 

Integrated health services 
across the continuum of 
care. 
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Agency objectives Indicators Performance 

• The Care Opportunities team 
provides early detection and 
management of chronic disease for 
Aboriginal consumers. 

• NALHN Outpatients Department 
has undertaken a significant piece 
of redesign to improve access and 
flow. As a result, from a waitlist 
perspective, maximum waiting times 
have been reduced from over eight 
years down to four years. 

• Ongoing management of complex 
patients within acute care wards.  

• Prison in-reach, NDIS coordinator 
with moving long stay patients 
through, Mental Health core, 
Northern Adelaide Mental Health 
Alliance, Post Graduate Mental 
Health Nursing rotation. 

• Change in code black management 
and staff training.  

• The management, care and 
discharge of complex behavioural 
patients. 

• The establishment of the 
Ambulatory Gynaecology Unit at 
Modbury Hospital. Patient focused 
one stop shop to diagnose and treat 
menstrual disorders. Patients 
previously treated under general 
anaesthetic are now able to watch 
their procedure being performed 
under local or no anaesthetic and 
drive themselves home to resume 
normal activities. 

• Care awaiting placement expansion 
of services with new provider from 
eight to 16 beds improving NALHN 
flow.  

• Palliative care 24/7 - expansion of 
community palliative care across 
seven days and afterhours 
improving NALHN flow and patients 
receiving extended care at home.  

• Introduction of the FLIC/EPIC model 
at Modbury ED with improved wait 
times for categories 2 and 3 
patients.  
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Agency objectives Indicators Performance 

• The Northern Mental Health Alliance 
was established in October 2020. 
This is a multi-agency and sector 
group working together to improve 
the mental health and wellbeing 
outcomes for people in the north 
and north east areas of Adelaide. 

Digitally Smart: 

NALHN develops digitally 
smart programs and use 
the latest technology to 
maximise better health 
outcomes and reshape 
how our consumers, 
communities and 
partners use technology 
to interface with us and 
support staff. 

 

Excellent care and patient 
safety outcomes through 
digital and technological 
innovation and uptake. 

• Released Digital Health Strategy 
2020-25 to guide our digital 
priorities going forward. 

• Establishment of the Digital Health 
Directorate. A number of initiatives 
have been completed or 
commenced to support improved 
data, timely decision-making, 
improved productivity and 
streamlining our clinical services. 
Some examples of our successes to 
date:   

o SystemView implementation 
for Operating Theatre and 
Outpatients Department. 

o Implementation of GETZ 
Anaesthetics Management 
solution. 

o Implementation of Power BI 
Dashboards for visualisation of 
clinical information. 

o Electronic distribution of 
Patient Discharge Summaries 
to GPs. 

o Windows 10 and Microsoft 365 
rollout. 

 Transparency and 
communication with 
consumers. 

• NALHN has commenced a proof-of-
concept project for digitising the 
antenatal engagement for mothers.  
This will enable us to improve both 
the quality of our communication 
and its timeliness.  The outcome of 
this pilot study will inform the 
development of the overall digital 
enablement to support our 
consumer engagement strategy. 

 A digitally smart workforce. • Established the NALHN Digital 
Health Program. 
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Agency objectives Indicators Performance 

Sustainability: 

NALHN embraces 
sustainability by 
innovating, improving 
our efficiency, 
recognising and 
managing risk, and 
continually aligning, 
optimising and growing 
our resources and living 
within our means. 

 

Resource efficiencies and 
generation through 
innovation, 
commercialisation and 
investment. 

• NALHN has worked with our 
partners in providing efficient and 
quality services. For example, we 
have utilised the services of Private 
Hospitals under SA Health 
approved panel contracts to deliver 
elective surgery procedures such as 
colonoscopies, ENT procedures, 
urology procedures and orthopaedic 
services at an efficient price to 
increase throughput and reduce 
waiting times.  

• Reviewed Budget Allocations which 
provided workable and fair start of 
year budgets that could then be 
used to hold Divisions and 
Directorates to account within a 
Performance and Accountability 
Framework.  This also led to 
improved internal and external 
financial reporting. NALHN is now 
operating below the NEP and is 
financially sustainable. 

• Established the NALHN 
Lymphoedema garment scheme 
(made possible through state-wide 
funding) has enabled the provision 
of custom-made garments twice per 
year at no charge to patients 
receiving a service within our 
network. Previously patients were 
required to fund these themselves. 
This garment replacement cost for a 
single limb might cost $1,000 per 
year, which was unachievable for 
many of our patients, further 
compounding the impacts of this 
disabling condition.  

• Surgical Floor Modbury Hospital; 
Rapid closure, redeployed staff 
(98% to their first choice of 
placement), developed partnerships 
with consistent 11 private providers, 
redeveloped the floor, re-opened 
and now fully operational. This took 
place during COVID-19 pandemic 
conditions while still achieving 
elective surgery targets and within 
existing Division of Surgery 
resources. 
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Agency objectives Indicators Performance 

Efficient processes and 
administration to support 
safe and appropriate health 
services. 

• NALHN commenced work on an 
Integrated Management System 
which will enable staff on the floor to 
the Board to understand NALHN’s 
performance and to identify areas 
for improvement. This four-tier 
reporting platform will be completed 
in 2022. 

• Continuous improvement is being 
embedded as part of the culture at 
NALHN and methodology for 
continuous improvement is shared 
as part of the Integrated 
Management System.  

• A ‘Blast the Blocks’ campaign was 
initiated during the year with over 
200 improvements identified by 
staff. A total of 37 Blast the Blocks 
improvements were implemented 
during 2020-21. 

 Best-practice financial 
management and business 
acumen. 

• Budgets were revised considerably 
in 2020-21 to provide improved 
budgets to which areas could be 
held accountable. The budgets were 
underpinned by a performance 
framework against which divisions 
were reported. 

 Care for the environment. • A network waste management plan 
has continued which segregates 
waste streams at the workplace, 
supporting a more sustainable 
approach to waste management.   

• A formal contracted partnership has 
been established with recycle 
partner (suez) in the management 
of the waste streams reducing 
waste to landfill. 

• Ecological Sustainable 
Developments including: 

o LMH 760kW Solar Panel 
Upgrade and Electrical Vehicle 
Charging Stations. 

o LED lighting replacement 
program. 

o Waste Management recycling 
program – diversion to landfill 
by volume – 25.5% diversion 
to landfill. 

o Redevelopment 5 Greenstar 
design and DHW IGRAT 
design Principles. 
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Agency objectives Indicators Performance 

Exceptional people: 

We strive to be a 
workplace of choice that 
attracts and retains 
exceptional employees 
by fostering an inclusive 
work culture and 
environment where they 
feel empowered to grow, 
contribute and everyone 
matters. 

A welcoming culture that 
values and empowers all 
staff and supports a 
world-class workforce 
known for its expertise and 
compassion. 

 

• Introduced the inaugural NALHN 
Staff Awards in June 2021 as a 
mechanism to formally recognise 
the commitment and achievements 
of staff and provide a pathway to the 
SA Health Awards.   

• Geriatrics in the Home (GITH) 
SA Health Award – Enhancing 
Hospital Care. 

• NALHN participated in the 
development of the SA Health 
Diversity and Inclusion Plan to 
ensure all our staff are appropriately 
supported and engaged. 

• Options have been explored to 
enhance our Aboriginal cultural 
safety training to be level 2, 
ensuring our staff can meet the 
needs of our community, with the 
program launched during 2021. 

• Continuing the Performance Review 
and Development (PR&D) blitz with 
strategies to increase NALHN’s 
PR&D Compliance including regular 
communication with staff, a standing 
item on key agendas, development 
of a Team Based Review fact sheet 
and form for six-monthly reviews, 
development of a NALHN procedure 
and review and update of 
supporting materials. 

 

A visionary, capable, 
sustainable and supportive 
leadership. 

• Developed leadership programs and 
support staff to engage in 
leadership program outside of our 
Local Health Network to support 
continued development and 
exceptional people.  

• Current Leadership programs:  

o Next Executive Leadership Course 
Program 

o Executive Excellence Program 
o Foundations of Transformative 

Leadership Program 
o Transformative Leadership Program 
o LEAN Thinking Initiative 
o JAWUN Executive Secondment  
o TIER Leadership and Management 

Program for Nursing and Midwifery 
Leaders 

o Leading Clinicians Program 
o Managers Essential Program 

o New and Existing Managers Training 
Program 

o Ways of Working Forums 
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Agency objectives Indicators Performance 

Partnering: 

We create strategic 
collaborative 
partnerships to maximise 
and leverage 
opportunities to support 
our growing community. 

 

The health and wellbeing 
of our community are 
strengthened through our 
partnerships across the 
NALHN region. 

• Established relationships with key 
partners to create the Northern 
Health Precinct that collaborates to 
create greater opportunities for the 
local population and provides 
mechanisms to support increase in 
local employment and wellbeing.  

• In partnership with consumers, the 
Dialysis program at Kanggawodoli 
has been a fantastic achievement 
for Aboriginal health.  

• Released the Nursing and Midwifery 
Engagement Framework. 

 NALHN meaningfully 
engages with and 
responds to consumers, 
their carers and the 
community. 

• NALHN is committed to engaging 
and understanding the needs of the 
local population and to support this 
has developed and launched the 
Consumer and Community 
Engagement Strategy building on 
the work of the Consumer Advisory 
Council and guiding the future 
direction.  

 NALHN is at the forefront 
of research, education and 
training that contributes to 
community health and 
wellbeing. 

• Introduced Flinders Medical Centre 
Medical Students into NALHN via 
the PMEU/TMO with positive 
feedback.  

• Partnered with universities (e.g. 
Older Persons’ Mental Health 
Certificate with University of SA, 
Professor of Midwifery position with 
Flinders University, and Journal 
Club with University of Adelaide). 

• NALHN has partners with 
SAHMRI’s Wardliparingga 
Research team to ensure the 
network’s meaningful compliance 
against key Aboriginal health 
priorities and strategies, including 
the SA Health Aboriginal Heart and 
Stroke Plan, Diabetes Plan, and 
Cancer Plan. This partnership has 
witnessed the development of an 
NALHN Aboriginal Health 
Framework and Action plan due to 
be released later in 2021. 

• Allied Health has worked to raise 
the profile of research activities 
across the division, focusing 
particularly of translation of 
evidence into practice. One of the 
outcomes has been the acceptance 
of three papers at this year’s 
National Allied Health conference 
and one paper as at the national 
Occupational Therapy conference. 
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Corporate performance summary 

NALHN achieved key corporate performance outcomes, including: 

• Involvement in the delivery of the COVID Vaccination Hub. 

• Development of Strategic Asset Management Plan and Asset Management Plan. 

• Environmental Management – Ecological Sustainable Developments. 

• Delivery of Capital Minor Works Program.  

• Triennial Fire Inspections. 

• Released NALHN’s Clinical Services Plan in March 2021. 

• Continued planning and implementation of significant capital investments at the 

Lyell McEwin and Modbury Hospitals.  

• Scoping the implementation of ‘follow-me’ printing at Lyell McEwin Hospital. 
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Employment opportunity programs 

Program name Performance 

Allied Health 
Cadetship program  

Engaging Allied Health Assistants and paying for their 
training. 

Nursing and 
Midwifery 
Aboriginal 
Cadetship program  

Program in place over 10 years - encouraging the Aboriginal 
community to consider nursing and midwifery as a 
sustainable career. Students have returned to NALHN to 
continue studies – i.e. enrolled nurses becoming registered 
nurses; registered nurses becoming midwives.  

Aboriginal Health 
Scholarships 

Funded by the Hospital Research Foundation, the 
Scholarship program allows existing Aboriginal staff to 
upskill or gain a qualification (e.g. Cert IV Primary Health 
Care or Immunisation training).   

Aboriginal 
Workforce Action 
Plan 

Aboriginal & Torres Strait Islander employment participation 
rate remains at 1.7%, as at 30 June 2021. 

Innovative Closing 
the Gap Programs 

Programs within Mental Health, Medicine, Allied Health, 
Women and Children’s Division and Aboriginal Health have 
seen the employment additional Aboriginal and Torres Strait 
Islander staff working within the acute and mental health 
settings.  

Aboriginal Health 
employment 

Appointments using the Aboriginal Employment or 
disabilities register. 

 

Agency performance management and development systems 

Performance management 
and development system 

Performance 

Number of employees who 
undertook a PR&D 

4,828 

% of workforce who 
undertook a PR&D 

92% 
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Work health, safety and return to work programs  

Program name   Performance   

Worksite Safety 

Inspection 

Program  

153 worksite safety inspections were scheduled in 

August 2020 and February 2021 and undertaken across all 

NALHN sites (including contractors) as part of the rolling 

hazard management program.  

Healthcare 

Worker 

Immunisation 

Program  

3,467 healthcare workers received full dosage of a COVID-19 

vaccine in 2020-21 (note: 2,947 workers were clinicians). 

NALHN is currently working towards compliance of the 

SA Health Healthcare Worker Immunisation Policy Directive 

which has also resulted in a high uptake of employees being 

immunised.     

Fit Testing 

Program and roll 

out of the Detmold 

N95 masks  

NALHN had fit tested 3,400 employees in high risk clinical 

areas as part of the COVID-19 response.  

 

Workplace injury claims 2020-21 2019-20 % Change 
(+ / -) 

Total new workplace injury claims 114 107 +6.5% 

Fatalities 0 0 0.0% 

Seriously injured workers* 0 0 0.0% 

Significant injuries (where lost time exceeds a 
working week, expressed as frequency rate 
per 1,000 FTE) 

10.29 16.19 -36.4% 

 

*number of claimants assessed during the reporting period as having a whole person impairment of 30% or more 

under the Return to Work Act 2014 (Part 2 Division 5) 

 

Work health and safety regulations 2020-21 2019-20 % Change 
(+ / -) 

Number of notifiable incidents (Work Health 
and Safety Act 2012, Part 3) 

3 6 -50.0% 

Number of provisional improvement, 
improvement and prohibition notices (Work 
Health and Safety Act 2012 Sections 90, 191 
and 195) 

18 6 +200.0% 
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Return to work costs** 2020-21 2019-20 % 
Change 
(+ / -) 

Total gross workers compensation 
expenditure ($) 

$3,387,825 $2,464,252 +37.5% 

Income support payments – gross ($) $1,162,366 $1,022,786 +13.6% 

**before third party recovery 

 
Data for previous years is available at: https://data.sa.gov.au/data/dataset/northern-
adelaide-local-health-network 

 

Executive employment in the agency 

Executive classification Number of executives 

EXEC0E 1 

SAES1 7 

 

Data for previous years is available at: https://data.sa.gov.au/data/dataset/northern-
adelaide-local-health-network 

The Office of the Commissioner for Public Sector Employment has a workforce 
information page that provides further information on the breakdown of executive 
gender, salary and tenure by agency. 

 

https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://publicsector.sa.gov.au/
https://www.publicsector.sa.gov.au/about/Our-Work/Reporting/Workforce-Information
https://www.publicsector.sa.gov.au/about/Our-Work/Reporting/Workforce-Information
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Financial performance 

Financial performance at a glance 

The following table is a brief summary of the overall financial position of the agency 
and the full audited financial statements for 2020-21 are attached to this report. 
NALHN recorded a surplus of $27.44 million for the 2020-21 financial year and this 
was mainly due to increased revenue from SA Government of $51.739 million and 
tight expenditure controls implemented.   

NAHLN three-year financial summary 

 

     

              

 

Three-year financial summary ($000) 2020-21   %

↑↓

2019-20   %

↑↓

2018-19   %

↑↓

Total income  888 768           6.7%  833 207      17.8%  707 290      6.4%

Total expenses  861 328           3.7%  830 802      7.8%  770 569      12.6%

Net result for the period  27 440             1041.0%  2 405          103.8% ( 63 279)       -215.6%

Net cash provided by operating activities  17 243             -22.6%  22 272        279.7% ( 12 397)       -182.1%

Total assets  530 601           4.0%  510 225      15.4%  442 057      -7.1%

Total liabilities  252 590           0.1%  252 223      35.6%  186 043      18.8%

Net assets  278 011           7.8%  258 002      0.8%  256 014      -19.8%
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Consultants disclosure 

The following is a summary of external consultants that have been engaged by the 
agency, the nature of work undertaken, and the actual payments made for the work 
undertaken during the financial year. 

 

Consultancies with a contract value below $10,000 each 

Consultancies  Purpose  $ Actual payment 

All consultancies below $10,000 
each – combines 

Various $4,000 

 
Consultancies with a contract value above $10,000 each  

Consultancies  Purpose  $ Actual payment 

Zed Management Consulting Develop a five year 
detailed Clinical Services 
Plan for NALHN that 
provides direction and 
priorities for delivery of 
clinical services that 
meets the needs of 
NALHN’s local 
population. Preparation 
of a commissioning plan 
for the next five years. 

$108,808 

Bee Squared Consultants Provide expertise in the 
review of the Gastro and 
Surgery Booking Process 
and prepare a report 
detailing an 
implementation/resolution 
action plan. 

$  26,000 

Zed Management Consulting Develop a state-wide 
model of Care for Child 
Protection Services 

$  15,000 

 Total $ 153,808 

 

Data for previous years is available at: https://data.sa.gov.au/data/dataset/northern-
adelaide-local-health-network 

See also the Consolidated Financial Report of the Department of Treasury and 
Finance for total value of consultancy contracts across the South Australian Public 
Sector.   

https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
http://treasury.sa.gov.au/
http://treasury.sa.gov.au/
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Contractors disclosure 

The following is a summary of external contractors that have been engaged by the 
agency, the nature of work undertaken, and the actual payments made for work 
undertaken during the financial year. 

 

Contractors – Agency 
Staff 

Purpose Value 

Contractors – Agency Staff Below $10,000  

All Contractors – 
Agency Staff below 
$10,000 Each 
Combined 

Various 

  $47,463 

 

 

Business name Purpose $ Value  

Contractors – Agency Staff above $10,000 each 

HCA - Healthcare 
Australia 

Provision of Medical Locum and 
Nursing Agency Services $3,400,088 

Mediserve Nursing Agency Provision of Nursing Agency Services $1,183,674 

Nursing Agency accruals 
(various) 

Provision of Nursing Agency Services 
$1,141,536 

Australian Medical 
Placements Pty Ltd 

Provision of Medical Locum Services 
$787,066 

The University Of Adelaide Provision of Medical Specialists and 
Clinical Academics $629,380 

Your Nursing Agency Pty 
Ltd 

Provision of Nursing Agency Services 
$420,590 

ISS Health Services Pty 
Limited 

Provision of Additional Orderly 
Services $323,909 

McArthur Management 
Services (Sa) Pty Ltd 

Provision of Nursing Agency Services 
$212,882 

Wavelength International 
Pty Limited 

Provision of Medical Locum Services 
$195,206 
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Business name Purpose $ Value  

Hays Specialist 
Recruitment (Australia) Pty 
Limited 

Provision of Salaried Administrative 
Agency Staff 

125,359 

Global Medics Pty Ltd Provision of Medical Locum Services $83,664 

Harrison McMillan Pty Ltd Provision of Salaried Administrative 
Agency Staff $73,594 

Randstad Pty Limited Provision of Salaried Administrative 
Agency Staff $52,020 

Skilled Medical Pty Ltd Provision of Medical Locum Services $51,431 

Recruitment Solutions 
Group Australia Pty Ltd 

Provision of Domestic Services 
Agency Staff $46,209 

Department Of Human 
Services (SA) 

Provision of Nursing Agency and 
Support Services Staff $45,041 

Nursing Agency Australia 
Pty Ltd 

Provision of Nursing Agency staff 
$29,960 

Kemp Recruitment Pty Ltd Provision of Nurse Medical 
Professional $25,676 

Hudson Global Resources 
(Aust) Pty Limited 

Provision of Salaried Administrative 
Agency Staff $22,718 

Department Of Defence Provision of Registered Medical 
Officer $22,580 

Medipeople Pty Ltd Provision of Medical Locum Services $19,773 

Rexco People Provision of Domestic Services 
Agency Staff $11,555 

Locum Life Recruitment 
Pty Ltd 

Provision of Locum Medical 
Professional $11,155 

Subtotal Contractors –
Agency Staffing above 
$10,000 

 $8,915,066 

Contractors – Agency 
Staffing Grand Total 

  $8,962,529  
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Contractors with a contract value below $10,000 

Contractors Purpose  $ Actual payment 

All contractors below 
$10,000 each - combined 

Various  $8,655 

 

Contractors with a contract value above $10,000 each  

Contractors  Purpose  $ Actual payment 

FBE Pty Ltd 
Biomedical maintenance 
work 

$126,551 

Martin Philip Moyse 
Systems management 
support for the Modbury 
Patient Administration 
System 

$102,000 

PowerHealth Solutions 
Development of Evidence 
Based Efficiency Plan and 
Commensurate Education 
and Engagement of 
Clinicians 

$74,801 

PowerHealth Solutions Patient Costing and 
Casemix Reporting 
Services $85,371 

Penelope Gale 
Communication advisory 
service 

$82,350 

The Health Roundtable 
Health Roundtable 
Organisation and 
Personal Membership in 
the Roundtable, LMH + 
Modbr Cor Package & 
Improvement Groups 

$73,775 

Lucid Consulting 
 $52,870 

KPMG 
Financial Improvement 
Support 

$36,735 

Francis Health 
NALHN Medical Leaders 
Program May21 

$23,084 

Byrne Kelley Pty Ltd 
Corporate 
Communications Strategy 
for NALHN 

$19,800 

Escient Pty Ltd 
SystemView 
Implementation 

$14,875 

Subtotal Contractors – above $10,000 $692,212 

Contractors – Grand Total $700,867 
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Data for previous years is available at: https://data.sa.gov.au/data/dataset/northern-
adelaide-local-health-network 

 

The details of South Australian Government-awarded contracts for goods, services, 
and works are displayed on the SA Tenders and Contracts website. View the agency 
list of contracts. 

The website also provides details of across government contracts. 

  

https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/search?preset=organisationWide
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Risk management 

Risk and audit at a glance 

The NALHN Audit and Risk Committee (ARC) conducted meetings on the following 

dates: 18 August 2020, 17 November 2020, 29 March 2021 and 2 June 2021. 

The ARC meetings operate according to the Terms of Reference which define the 

purpose, scope, functions and authority of the Committee.  

The ARC assists the Board in fulfilling its oversight responsibilities for: 

• the integrity of the financial statements; 

• compliance with legal and regulatory requirements; 

• independent auditor’s qualification and independence; 

• performance of the internal audit function; and 

• efficient and effective management of all aspects of risk.  

  

The function and responsibilities of ARC is to provide advice and comment to the 

Governing Board in the following areas: 

• Risk Management Activities (Strategic, Operational, Clinical and Corporate) 

• Monitor NALHN’s response to serious and/or systemic risks escalated to the 

Department for Health and Wellbeing 

• Internal control 

• Draft annual financial statements 

• Legislative compliance requirements 

• Internal audit 

• External audit 

• Audit reporting matters 

• Review of reports on public health system risk and assurance policies and 

directives issued by the Chief Executive, Department for Health and 

Wellbeing 

• Corruption control 

• Other matters 
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Fraud detected in the agency 

Category/nature of fraud Number of instances 

Criminal Offences 2 

Handling Official Information 1 

Use of Government/Public Resources 1 

Fraud 2 

NB: Fraud reported includes actual and reasonably suspected incidents of fraud.  

 

Strategies implemented to control and prevent fraud 

The SA Health Fraud and Corruption Control Policy Directive and Plan aligns 
procedures for the identification and reporting of fraud and corruption with the South 
Australian Public Sector Fraud and Corruption Control Policy which was released in 
January 2016.  

Data for previous years is available at: https://data.sa.gov.au/data/dataset/northern-
adelaide-local-health-network 

 

Public interest disclosure  

Number of occasions on which public interest information has been disclosed to a 

responsible officer of the agency under the Public Interest Disclosure Act 2018: 

Nil  

Data for previous years is available at: https://data.sa.gov.au/data/dataset/northern-
adelaide-local-health-network 

Note:  Disclosure of public interest information was previously reported under the Whistleblowers 

Protection Act 1993 and repealed by the Public Interest Disclosure Act 2018 on 1/7/2019. 

  

https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
https://data.sa.gov.au/data/dataset/northern-adelaide-local-health-network
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Reporting required under any other act or regulation 

Nil required 

 

Reporting required under the Carers’ Recognition Act 2005 

NALHN values carers for our patients, acknowledging their critical role as partners in 
the delivery of health services for those who live in the NALHN catchment. During 
2020-21 NALHN’s staff have worked at the service level to partner with carers who 
care for patients and know them best. Carers are able to provide relevant information 
to assist the health service in understanding a person’s health, wellbeing, living 
situation and interests. NALHN acknowledges the additional burden of responsibility 
placed on carers during the COVID-19 pandemic, and the health service’s need to 
care for and support carers at this time.  
 
Analysis of consumer feedback from NALHN in 2020-21 shows that 3.13% of people 
providing feedback identify themselves formally as being a carer for the patient who 
is the subject of the feedback. This is considered an underestimate. NALHN staff will 
aim to record the status of people who identify as carers when they provide feedback 
about services received in NALHN in the coming year, acknowledging the challenges 
faced by carers and the vulnerability of those who receive their care. 
 
NALHN actively promotes SA Health initiatives recognising carers and the Carers’ 
Recognition Act 2005. 
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Public complaints  

 

Number of public complaints reported  

Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2020-21 

Professional 
behaviour 

Staff attitude 
Failure to demonstrate 
values such as empathy, 
respect, fairness, courtesy, 
extra mile; cultural 
competency 

170 

Professional 
behaviour 

Staff competency 
Failure to action service 
request; poorly informed 
decisions; incorrect or 
incomplete service provided 

5 

Professional 
behaviour 

Staff knowledge 
Lack of service specific 
knowledge; incomplete or 
out-of-date knowledge 

0 

Communication Communication 
quality 

Inadequate, delayed or 
absent communication with 
customer 

153 

Communication Confidentiality 
Customer’s confidentiality or 
privacy not respected; 
information shared 
incorrectly 

23 

Service 
delivery 

Systems/technology 
System offline; inaccessible 
to customer; incorrect 
result/information provided; 
poor system design 

58 

Service 
delivery 

Access to services 
Service difficult to find; 
location poor; facilities/ 
environment poor standard; 
not accessible to customers 
with disabilities 

25 

Service 
delivery 

Process 
Processing error; incorrect 
process used; delay in 
processing application; 
process not customer 
responsive 

24 

Policy Policy application 
Incorrect policy 
interpretation; incorrect 
policy applied; conflicting 
policy advice given 

0 
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Policy Policy content 
Policy content difficult to 
understand; policy 
unreasonable or 
disadvantages customer 

0 

Service quality Information 
Incorrect, incomplete, out 
dated or inadequate 
information; not fit for 
purpose 

2 

Service quality Access to 
information 

Information difficult to 
understand, hard to find or 
difficult to use; not plain 
English 

3 

Service quality Timeliness 
Lack of staff punctuality; 
excessive waiting times 
(outside of service 
standard); timelines not met 

215 

Service quality Safety 
Maintenance; personal or 
family safety; duty of care 
not shown; poor security 
service/ premises; poor 
cleanliness 

34 

Service quality Service 
responsiveness 

Service design doesn’t meet 
customer needs; poor 
service fit with customer 
expectations 

67 

No case to 
answer 

No case to answer 
Third party; customer 
misunderstanding; 
redirected to another 
agency; insufficient 
information to investigate 

0 

  Total 779 
 

 

Data for previous years is available at: 

https://data.sa.gov.au/data/dataset/department-for-health-and-wellbeing 

Additional Metrics Total 

Number of positive feedback comments 1,140 

Number of negative feedback comments 1,278 

Total number of feedback comments (includes advice and 
suggestions 

2,686 

% complaints resolved within policy timeframes 96.62% 

https://data.sa.gov.au/data/dataset/department-for-health-and-wellbeing
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Service Improvements 

NALHN encourages patients, consumers, families, carers and community to 
provide feedback about the care they receive, which provides an opportunity for 
NALHN to reflect on and improve the quality of health care. Consumer feedback 
enables the organisation to understand the perspective of patients, consumers, 
families, carers and the community who receive care and plan improvements in 
the quality of those services. 
 
NALHN responds to the feedback from consumers and the community; some 
examples are provided below: 
 

• Consumer information sheets have been reviewed by consumers directly 
affected as well as those from the Consumer Advisory Council.  

• Implemented new consumer and carer information sheets, e.g. information 
about potential ambulance costs, responded to complaints received about 
unexpected bills for ambulance transfers from acute hospitals. 

• Patient stories are used to inform wards, services, divisions and 
governance meeting about care provided and opportunities for 
improvement. 

• Staff education in response to specific complaints; staff involved are 
encouraged to use feedback to reflect on their communication and practice. 

• Point of care surveys gather consumer experiences to identify issues of 
concern across the network as well as for local services. 

• In response to COVID-19 restrictions, NALHN redesigned Pain 
Management Workshops to meet consumer needs, and enabled visiting for 
mental health consumers. 

• Improved partnership with transport providers returning patients to country 
areas, to ensure they have a plan of action should the patient’s condition 
change en route. 

• Created a parent lounge in the Special Care Nursery to provide a break for 
parents away from the busy-ness of the nursery. 

• Created an Aboriginal Cultural Garden for patients in James Nash House. 
• Several consumers who have provided feedback on their experience with 

NALHN have been recruited to the NALHN Consumer Community. 

 
 

Compliance Statement 

 

Northern Adelaide Local Health Network is compliant with Premier 
and Cabinet Circular 039 – complaint management in the South 
Australian public sector 

Y 

Northern Adelaide Local Health Network has communicated the 
content of PC 039 and the agency’s related complaints policies and 
procedures to employees.                       

N 
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Appendix: Audited financial statements 2020-21 
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