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ABOUT US
The Townsville Hospital and Health Service was established 
as an independent statutory body on 1 July 2012 under the 
Hospital and Health Boards Act 2011 (the Act). 

The Townsville Hospital and Health Service covers a 
geographic expanse extending north to Cardwell, west to 
Richmond, south to Home Hill, and east to Magnetic and 
Palm Islands. As northern Australia’s only tertiary-level health 
service, the HHS services an extensive catchment stretching 
from Mackay in the south, north to the Torres Strait Islands, 
and west to the Northern Territory border.
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The HHS has several rural communities whose population, according 
to data from the Queensland Government Statistician’s Office, live 
with a high level of relative disadvantage measured by the index 
of relative socio-economic disadvantage.  The Australian Bureau 
of Statistics estimates that 9.3 per cent of HHS residents are of 
Aboriginal and Torres Strait Islander descent, almost double the 
average (4.6 per cent) for Queensland.  Around 13 per cent of the 
HHS’s resident population identifies as being born outside Australia 
with 6.9 per cent of HHS residents speaking a language other than 
English at home.

Strategic direction 
The organisation’s strategic direction is set by the Townsville Hospital 
and Health Board and is underpinned by the Townsville Hospital and 
Health Service Strategic Plan 2018-2022.  The strategic plan’s four 
pillars: high-quality, person-centred care for northern Queensland, 
ensure efficient and sustainable stewardship of resources, work 
collaboratively, embrace innovation and continuously improve, 
maintain an exceptional workforce and be a great place to work are 
the foundations of the HHS’s business and objectives.

Priorities
The Townsville Hospital and Health Service is committed to supporting 
the health needs of North Queenslanders through prioritised strategic 
actions including:

 x strengthening the tertiary referral role of TUH to ensure equitable 
access to high-quality, specialised and sustainable health services 
closer to home

 x establishing our organisation as leaders in health research and 
innovation for regional Australia

 x enhancing partnership arrangements with patients, communities, 
staff and service-delivery organisation both locally and across the 
region

 x working closely with Aboriginal and Torres Strait Islander staff, 
patients, communities and organisations to improve the cultural 
capability of our services

 x fostering a workplace culture that values, supports and develops 
our workforce.

Our Vision
To be the leader in healthcare, research and 
education for regional Australia

Our Purpose
To deliver excellent care, research and education 
to improve the health of the people and 
communities of northern Queensland

Our Values
Integrity
Being open and transparent in dealing with our 
community, being honest, just, reasonable and 
ethical.  Having the courage to act ethically in the 
face of opposition.

Compassion
Taking the time to show we care for our community, 
each other and those in need by being non-
judgemental and responsive.  Showing empathy 
and humility in order to make a difference.

Accountability
Being responsible for our own actions and 
behaviours.  Use and manage resources 
responsibly, efficiently and effectively.  Promoting  
excellence, innovation and continual improvement.

Respect
Recognising individual needs, listening to 
others and understanding their differences. 
Showing tolerance, treating others as equals and 
acknowledging their worth.

Engagement
Collaborating with patients and their families, 
healthcare providers, education institutions, 
research facilities  and our community.  Listening to 
and considering ideas and concerns of others.

The HHS’s values underpin, and are 
consistent with, the Queensland Public 
Service values of customers first, ideas into 
action, unleash potential, be courageous and 
empower people.
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The Townsville Hospital and Health Service is committed to 
achieving health equity for Aboriginal peoples and Torres 
Strait Islander peoples, and to developing and advancing 
health and wellbeing initiatives that close the gap in health 
outcomes.

In 2020-2021, the HHS continued to operate and champion 
key consultative and participation opportunities and 
forums through initiatives that included the Aboriginal 
and Torres Strait Islander Community Advisory Council 
(ATSICAC) and the Aboriginal and Torres Strait Islander 
Health Leadership Advisory Council.  The ATSICAC is a Tier 
Six committee which advises the Townsville Hospital and 
Health Board on systemic and strategic issues relating to 
the care of Aboriginal peoples and Torres Strait Islander 
peoples in the HHS.  In 2020-2021, the ATSICAC was 
instrumental in an arts in health consultation to create a 
more welcoming environment for Aboriginal peoples and 
Torres Strait Islander peoples through the use of art and 
design elements at the gateway of TUH. 

Discharge against medical advice for Aboriginal and Torres 
Strait Islander patients was two per cent, below the state-
wide average of 3.9 per cent.

The inaugural Townsville Hospital and Health Service 
Reconciliation Action Plan (RAP), which expires in 
December 2021, has reported 80 per cent of its actions 
as either completed or near completion.  The RAP outlines 
the HHS’s commitment to achieve health equity through 
the design and development of services, programs, and 
culturally appropriate models of care for Aboriginal peoples 
and Torres Strait Islander peoples.  Included in the RAP 
actions and achievements 2020-2021 were: Close the 
Gap Day event, establishment of a NAIDOC committee, 
and the design and creation of Acknowledgement to 
Country plaques for the entrances to all HHS facilities.  
Cultural audits were also completed, and Cultural Practice 
Training to enhance cultural competency and support 
holistically cultural care is now mandatory for all staff. 
Access to Cultural Practice Training has been supported 
by flexible staff rostering and the Cultural Practice Training 
Implementation Plan forecasts a staff completion rate of 70 
per cent over five years.

TUH's emergency department has developed an initiative 
to improve and create awareness of cultural safety for 
Aboriginal peoples and Torres Strait Islander peoples. 
The PROV-ED project is a collaborative, multi-disciplinary 
approach to building better relationships and reducing 
barriers to Aboriginal peoples and Torres Strait Islander 
peoples engaging with hospital-based emergency care.

A tender process for the Aboriginal and Torres Strait Islander 
Workforce Strategy has commenced with the aim of having 
the strategy completed by December 2021.  A second 
round of Aboriginal and Torres Strait Islander administration 
trainees commenced in March 2021 while a second round of 
Aboriginal and Torres Strait Islander dental assistant trainees 
started in June 2021.  

Nursing Merit Awards for Aboriginal and Torres Strait 
Islander undergraduate students continues with 18 
placements offered in 2020-2021.  The Medical Service 
Group commenced the development of a Medical Intern 
Pathway Program with the aim to provide employment 
opportunities for Aboriginal and Torres Strait Islander 
interns by the end of 2021.

In 2020-2021, the Townsville Hospital and Health Service 
received Making Tracks funding of $3.76 million to support 
a range of initiatives to close the gap in health outcomes.  
Additionally, specific First Nations COVID-19 funding was 
provided for a range of aligned projects.  During 2020-
2021 services dedicated to improving health outcomes 
for Aboriginal peoples and Torres Strait Islander peoples 
included: providing care closer to home, public health 
pandemic planning, cultural support at TUH, Alcohol 
Tobacco and Other Drugs Services, sexual health services, 
support for the ongoing delivery of primary healthcare 
services on Palm Island.

The transition of Palm Island primary healthcare services to 
the community-controlled entity, Palm Island Community 
Company (PICC), continued in 2020-2021.  PICC will be 
contracted by the HHS to provide primary healthcare 
services, reporting against the key performance indicators 
on the Palm Island Health Action Plan 2018 to 2028 every 
six months.  PICC also hosts specialist outreach services from 
TUH and is the gateway of community health engagement.

ABORIGINAL AND TORRES STRAIT 
ISLANDER HEALTH
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Ingham 
Health 
Service

Ingham Health Service 
provides accident and 
emergency care, inpatient and 
general surgery services.

Charters 
Towers Health 

Service

Charters Towers Health 
Service provides 

accident and emergency 
care, inpatient and 
outreach services.

Hughenden
Multipurpose 
Health Service

Hughenden Multipurpose 
Health Service provides 
24-hour accident and 

emergency care, inpatient 
and general medical 

services.

Richmond 
Health 
Service

Richmond Health Service 
provides 24-hour accident 
and emergency care, 
inpatient and general 
medical services.

Joyce 
Palmer
Health 
Service

The Joyce Palmer Health 
Service provides emergency 
services and acute care to the 
Palm Island community.

Townsville 
University 
Hospital

Townsville University Hospital is the 
only tertiary referral hospital in North 
Queensland and provides the latest 
in cardiac, obstetric, gynaecological, 
paediatric, neurosurgical, orthopaedic, 
cancer, mental health, neonatal, allied 
health, and intensive care services.

Ayr Health 
Service

Ayr Health Service 
provides general 
medical, surgical and 
obstetric services to 
Ayr, Home Hill and 
the broader Burdekin 
Shire.

Home Hill 
Health 
Service

Home Hill Health 
Service provides aged 

care, rehabilitation 
and renal dialysis 

services to the local 
community.

The Townsville Hospital and Health Service comprises 21 
facilities across its catchment; 19 hospitals and community 
health campuses and two residential aged care facilities. 

OUR COMMUNITY-BASED 
AND HOSPITAL-BASED 
SERVICES
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The Townsville Hospital and Health Service continues 
to support patients and carers through car parking 
concessions.

The Townsville Hospital and Health Service owns and 
operates the public car parking infrastructure at TUH 
and offers concessions to eligible patients, carers, 
immediate family members and volunteers in the following 
circumstances:

 x patients and carers experiencing financial hardship

 x patients admitted to TUH for an extended period

 x  patients and carers who frequently attend TUH

 x patients and carers with special needs and who require 
assistance

 x  Australia Red Cross Lifeblood donors and other 
volunteers.

The concessional car parking program offers daily, weekly 
and monthly concessional parking.

In 2020-2021, the HHS approved an average of 187 
concessional car parking applications per month. 
Concessional car parking remains an important and 
enduring initiative to ensure TUH continues to provide 
access to high-quality care for our patients and 
communities. There were 2,254 concessional car parking 
applications approved in 2020-2021 at a cost of $62,455.

Consumer and Community 
Engagement
Healthcare services are better when we listen to the 
voices of the people who use our services.  The Townsville 
Hospital and Health Service has a range of programs 
and initiatives to enable us to listen to, understand, and 
respond to the needs of our diverse communities.

The Consumer Advisory Council (CAC) and the Aboriginal 
and Torres Strait Islander Community Advisory Council 
(ATSICAC) meet on a regular basis with members of 
our Board and executive team to drive our consumer 
engagement and escalate issues of community and 
consumer concern.  Consumer groups across various areas 
of the HHS provide localised consumer engagement for 
rural centres and key clinical zones.  Consumer members 
across HHS committees, meetings and working groups 
ensure consumer input is embedded across all areas of 
HHS business.

The Consumer Consultation Hub was instigated as an 
additional consumer engagement avenue in 2020, 
providing an online platform on the HHS website to consult 
with broad aspects of the community.

Our bi-monthly Health Happenings magazine provides an 
avenue to inform our local community about key projects, 
plans and achievements happening across the HHS.

Person-centred care
Person-centred care remains a primary focus for the HHS. 
All staff are trained in person-centred principles and are 
supported to implement quality improvement projects for a 
better patient experience.

In 2020, the Food for Families project implemented a 
system to support family members of some of our sickest 
and most vulnerable patients.  The project utilised surplus 
food from the TUH kitchen and made it available for family 
members of our intensive and critical care units.  Families 
arriving in emergencies often don’t have the time or 
inclination to organise meals, and this small but significant 
offer of a hot meal has made things easier for them in 
times of high stress and anxiety.

The What Matters to Me posters are a tool being used 
across our residential aged care facilities, rehabilitation 
wards, mental health settings and inpatient areas. 
The posters enable consumers and families to provide 
information to health staff about the patient’s interests, 
supports and preferences.  These posters, once displayed, 
enable staff to converse with, and respond to, patients 
and consumers on a much more personal level.  While 
originally designed to support consumers who may not 
be able to speak for themselves these delightful and 
decorative posters are proving to be a valuable resource 
for many different consumer groups.

The ability of consumers, visitors, and community 
members to easily find their way around TUH has been 
another area of focus in 2020-2021.  A group of dedicated 
consumers, volunteers and health staff has been gathering 
on a regular basis to improve maps, signs, letters, and 
directions at TUH.  This group advocated for some 
significant improvements which are in the process of 
being progressed by the organisation.  Improved systems 
reduce consumer stress and provide accessibility to 
people from various language backgrounds, literacy levels 
and cognitive capacities, ultimately providing a better 
experience for people navigating a challenging health 
journey.

A continued focus on quality, easy-to-read patient information 
at the HHS has seen significant progress in the development 
of brochures, booklets, posters and videos that truly meet 
the information needs of our consumers. Our robust review 
system ensures information is developed in line with health 
literacy guidelines, improving the ability of consumers to be 
active, informed partners in their healthcare.
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Major systemic changes to our outpatient bookings 
process has demonstrated significant improvements to 
the patient experience, increasing efficiencies, improving 
communication with consumers and across departments, 
providing greater flexibility to consumers and supporting a 
more streamlined process.  Continued improvements will 
enhance services further for people accessing outpatient 
services.

Research 
The Townsville Hospital and Health Service has continued 
to realise benefits from its research strategy.  New 
approaches to improve and deepen research activities 
in the HHS during 2020-2021 include the establishment 
of the Audit, Quality, and Innovation Review pathway to 
simplify and expedite approval of staff-initiated quality 
assurance, audit, and exemption-level projects.  The HHS 
has also undertaken a Clinical Trials Options Paper to 
define the strategy, governance, and operations of clinical 
trials as a priority activity in coming years and preliminarily 
scoped activities for the HHS research strategy revision.

The HHS, as part of the Tropical Australian Academic 
Health Centre, continues to develop meaningful 
connections with James Cook University and neighbouring 
HHSs.  These partnerships focus on research with positive 
and enduring patient and community impact in line with 
the organisational purpose to deliver research and improve 
the health of the people and communities of northern 
Queensland. 

Direct support for HHS staff clinician-researchers was 
strong and dynamic in 2020-2021 and a significant 
restructure of the Study, Education and Research Trust 
Account (SERTA) Research Grant Program delivered 26 
grants totalling more than $1.3 million representing a 30 
per cent increase in number of grants awarded.  In addition 
to traditional research grants, new funding category 
opportunities included Research Capacity Grants and 
Clinical Research Fellowships.  Research topics included 
the financial burden of head and neck cancer on patients 
and the healthcare system, the efficacy of maternal 
mental health interventions for Aboriginal and Torres 
Strait Islander parents of a child with disability, and the 
relationship between workplace incivility and perceptions 
of patient safety in Australian hospitals.

The HHS appointed a new Director of Clinical Research and 
Professor of Medicine in November 2020. 

Targets and challenges
In meeting the evolving health needs of the North 
Queensland region, the HHS will face a variety of risks to 
the delivery of services.  These risks have the potential 
to impact upon all four strategic pillars and are driven 
primarily by:

 x  population growth and ageing

 x  increased prevalence of chronic disease

 x  industry-wide competition for resources, both human 
and capital.

Recent months have forced a significant change to 
operations in the Townsville Hospital and Health Service in 
the face of the global COVID-19 pandemic.
Staff in the HHS contributed to the COVID-19 pandemic 
response in a range of ways including:

 x  standing up the Health Emergency Operations Centre 
to lead preparedness, response and recovery

 x  establishing nurse-led COVID-19 assessment clinics to 
support testing for the local community

 x establishing a COVID-19 vaccination centre for staff and 
the community at TUH

 x rolling out vaccinations to rural communities in the HHS 
including Palm Island

 x  undertaking social media messaging 

 x  designing collateral for use across the HHS to promote 
changes to visiting hours, social distancing and mask 
wearing. 


