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GOVERNANCE
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 Board is comprised of a 
Chair and members appointed by the Governor of Queensland, 
acting by, and with the advice of, the Executive Council, and 
under the provisions of the Act.  The Board, through the Chair, 
reports to the Minister for Health and Minister for Ambulance 
Services.

The Board sets the strategic direction for the HHS, delivering on 
key priorities for our communities.

PROUD EMPLOYER
OF 1 IN 17 PEOPLE 
IN THE REGION
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Board membership

Our people

TONY MOONEY AM
Chair

Tony Mooney was a Councillor and Deputy Mayor of the 
Townsville City Council and was elected Mayor in 1989. He 
held the position of Mayor of Townsville until 2008. In 2008, 
Tony was made a Fellow of the Australian Institute of Company 
Directors. In 2011, Tony was awarded an Order of Australia 
(AM) for services to local government and the community. 
Tony served on the boards of numerous government and 
community entities, including Ergon Energy, LG Super, 
Townsville Entertainment Centre Board of Management (Chair) 
until 2008, and as the inaugural Chair of the Willows Stadium 
Joint Board (currently 1300 Smiles Stadium). In 2011, Tony 
was appointed by the Federal Government to the Board of 
the Great Barrier Reef Marine Park Authority where he served 
untiL 2016. Tony is also a director of the Northern Queensland 
Primary Health Network Limited.

MICHELLE MORTON
Deputy Chair

Ms Michelle Morton has experience in the administration of 
hospital services, financial management and organisation as 
well as risk management, regulatory compliance, corporate 
and public-sector governance. Ms Morton is a Managing 
Partner of a law firm and holds several Board positions 
including Chair of the Townsville Fire Women’s National 
Basketball League, member of the Advisory Board for the 
Salvation Army and member of the National Injury Insurance 
Scheme Queensland Board.  Ms Morton is a Fellow of the 
Australian Institute of Company Directors and a Queensland 
Law Society Accredited Specialist in Workplace Relations and 
Personal Injuries. 
 
Ms Morton is the Chair of the Townsville Hospital and Health 
Board Finance Committee and was appointed Chair of the 
newly formed Queensland Hospital and Health Board Finance 
and Audit Committee in 2018.

CaptionBack from left: Professor Ajay Rane, Dr Eric Guazzo, Christopher Castles, Donald Whaleboat
Front from left: Debra Burden, Michelle Morton, Tony Mooney, Nicole Hayes and Danette Hocking
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DEBRA BURDEN 
Debra Burden, a degree-qualified accountant, is the Chief 
Executive Officer of NDIS provider selectability (formerly 
known as SOLAS and MIF-NQ). Debra has previously held 
CEO and executive management positions with Queensland 
Country Credit Union and Health Fund, ASX listed dental 
services company 1300SMILES and Canegrowers Burdekin. 
Debra’s business management expertise has been recognised 
with her being awarded the QLD Business Review Women in 
Business Award Winner (Business and Professional Services) 
and the Queensland Telstra Business Women’s Award Winner 
(Corporate Sector). Debra, a Fellow of both the Australian 
Institute of Company Directors (AICD) and the Institute of 
Leaders and Managers, has extensive board level experience 
having successfully completed the AICD course twice and held 
Board positions in numerous companies as Chair, Deputy 
Chair, Treasurer, Chair of Audit and Risk Committee and 
Company Secretary, including currently holding the position of 
Deputy Chair of North and West Remote Health and formerly a 
Directorship with Tooth Booth Ltd.

CHRIS CASTLES
Chris Castles is a principal of the Ingham based accounting 
firm Coscer Accountants, as well as Zest Financial Solutions 
which has offices in Ingham, Townsville and Brisbane. Chris 
is a Certified Practising Accountant, Certified Financial 
Planner and Fellow of the Australian Institute of Company 
Directors. Following his service in the Royal Australian Air 
Force, Chris has served as director and committee member 
for both listed and unlisted public companies involving 
international and domestic operations and spanning financial 
services, funds management, health and agribusiness. He is 
currently a director of Northern Australia Primary Health Ltd 
and a member of the Finance Committee and Stakeholder 
Engagement Committee.

DR ERIC GUAZZO OAM
Dr Eric Guazzo has been in combined public/private 
neurosurgery practice based in Townsville since 1994 and 
is the Director of Neurosurgery for the North Queensland 
region. Eric is a member and past president of the 
Neurosurgical Society of Australasia, Associate Professor at 
the James Cook University Medical School, deputy senior 
examiner in neurosurgery for the Royal Australasian College 
of Surgeons (RACS), member of the Academy of Surgical 
Educators of the RACS and Deputy Chair of the Neurology/
Neurosurgery Medical Assessment Tribunal for the Queensland 
Compensation Regulatory Authority. He has served on many 

hospital and health committees and related boards. He is 
a Graduate of the AICD and has a university qualification in 
Business Management. He completed his medical doctorate 
at the University of Cambridge. Eric was awarded the Order of 
Australia (OAM) in 2013 for his services to neurosurgery.

NICOLE HAYES
Nicole Hayes is currently the Chief Executive Officer of 
Townsville Legacy. Her previous health related roles include 
managing the Department of Education and Training’s Hospital 
School, based in the Townsville Hospital Paediatric Ward for 
more than eight years.  She also ran Ronald McDonald House 
Charities’ education program in northern Queensland. In 2018 
Nicole was appointed to the Townsville Hospital and Health 
Board’s Safety and Quality Committee.

Nicole has successfully project managed a range of initiatives 
to support at-risk and disadvantaged youth, with a focus on 
Indigenous engagement. She developed and delivered a major 
Youth Suicide Prevention pilot project - a partnership between 
Queensland Health and Education Queensland.  

Prior to her role at Legacy, Nicole led the Federal Government 
funded Higher Education Participation Program for James Cook 
University, boosting university participation for young people 
from disadvantaged backgrounds.   

Nicole gained considerable experience in the private sector as 
the Marketing and Business Development leader for Fortune 
500 Company, AECOM, across northern Queensland and the 
Northern Territory.  

Nicole is a Graduate of the Australian Company Directors 
and has extensive boards and community-based volunteer 
committees experience. Nicole holds a Bachelor of Education, 
Diploma of Management, and has completed the International 
Association for Public Participation (IAP2) Certificate of 
Engagement.

DANETTE HOCKING
Danette (Danni) Hocking is the Senior Director Occupational 
Therapy/Allied Health. Danni has a passion for advocating 
affordable and accessible health care in rural and remote 
locations.  Danni is an occupational therapist with over twenty 
years’ experience across a range of domains including aged/
disability care, mental health, drug and alcohol, corporate 
health and public/community health.

Danni has extensive knowledge of the disability sector and 
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working with in the NDIS in addition to broad experience in 
managing Aboriginal and Torres Strait Islander health programs.

Danni also has broad experience in the management of 
people risk issues including the development of award 
winning corporate safety and wellness programs. An 
experienced provider of safety/risk consulting and training 
services to industry for over 15 years, Danni is considered a 
thought leader on health, safety and wellness and is a well-
regarded speaker at national and international safety and 
wellbeing forums.

Danni holds a Bachelor of Science in Occupational Therapy 
and has post-graduate qualifications in wellness, risk 
management and business administration. Danni is a Board 
member of Occupational Therapy Australia.

PROFESSOR AJAY RANE OAM 
Professor Ajay Rane is the Director of Urogynaecology at 
The Townsville Hospital, Director of Mater Pelvic Health and 
Research and Head of Obstetrics and Gynaecology at James 
Cook University (JCU). Born in England, Professor Rane 
completed his Bachelor of Medicine and Bachelor of Surgery 
at the University of Poona before returning to England to 
undertake sub-speciality training in urogynaecology.

Professor Rane moved to Townsville as a consultant 
obstetrician and gynaecologist in 2000 joining the medical 
faculty at JCU where he also completed his PhD.  Professor 
Rane was a finalist Australian of the Year in 2012 and awarded 
the Order of Australia in 2013.  Professor Rane has spent 
almost two decades treating and operating on women with 
catastrophic childbirth injuries in some of the world’s poorest 
countries and in 2016 received the Mahatma Gandhi Pravasi 
Award for Humanitarian Work in Women’s Health.

Professor Rane is the current Chair of the Fistula Committee 
for the International Federation of Obstetricians and 
Gynaecologists and is leading the charge for fistula education 
and prevention in the developing world. 

PROFESSOR GRACELYN 
SMALLWOOD AO
Professor Smallwood is a registered nurse, a registered 
midwife, and was the first Indigenous Australian to receive a 
Masters of Science in Public Health (James Cook University). 

In 2011, Professor Smallwood completed a PhD Thesis Human 
Rights and First Australians Wellbeing and is currently studying 
toward a degree in Indigenous mental health. 

Professor Smallwood is a Professor of Nursing and Midwifery 
at Central Queensland University. In 2014, Professor 
Smallwood became a member of the Queensland Mental 
Health and Drug Advisory Council. 

In 2015, Professor Smallwood was appointed as Member of 
the Harvard FXB Health and Human Rights Consortium, and 
a Member of the Federal Ministerial Advisory Committee on 
Blood-Borne Viruses and Sexually Transmissible Infections. 
Professor Smallwood’s previous experience includes a 
Member of the Northern Queensland Primary Healthcare 
Network Clinical Council for the Townsville- Mackay region, 
as well as a consultant to World Health Organisation on HIV/
AIDS. In 2017, Professor Smallwood was appointed as an 
Ambassador for RUOK.

SHAYNE SUTTON
Shayne is an experienced government and community 
advocate with over 20 years of hands-on experience in high-
pressure government roles at a senior level.

Having previously served on the Finance and Economic 
Development, Infrastructure and Major Projects, and City 
Planning Committees of the Brisbane City Council, Shayne 
has a wealth of experience in governance, public policy, 
community engagement, public sector finance and the 
delivery of major infrastructure.

Shayne has a reputation as an agent of change and being 
able to work effectively with a diverse range stakeholders. 
Shayne values accountability and transparency and integrity 
in all matter and is a committed role model for young women 
leaders.

Shayne holds a Bachelor of Arts (majoring in political science 
and public administration) and a Bachelor of Commerce with 
Honours from Griffith University. Shayne is a member of the 
Australian Institute of Company Directors.

DONALD WHALEBOAT
Donald Whaleboat is a senior lecturer at the College of Medicine 
and Dentistry and Associate Dean Indigenous Health, Division 
of Tropical Health and Medicine, James Cook University. Donald 
has over 27 years experience in Aboriginal and Torres Strait 
Islander primary health care, health promotion and health 
workforce development. His current work in health professional 
education and research evolved as a passion to help shape 
the future health workforce to better meet the needs of 
communities in regional and rural Australia.
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Donald has served as member of the Townsville Hospital and 
Health Board since 2012 and member of the Board’s Safety and 
Quality, and Audit and Risk Committee. Donald is a local, with 
strong community links in the Townsville region and extended 
health professional networks across northern Queensland. 

 He was former Board member of the Townsville Aboriginal 
and Torres Strait Islander Corporation for Health Services for 
seven years and Chairperson for five years. During this time, he 
led the development of strong corporate governance, quality 
improvement and consumer engagement for the organisation.  
Donald’s commitment to health also led to his appointment on 
the board of the Northern Australia Primary Health Limited in 
2018.  Donald is a graduate of Australian Institute of Company 
Directors and holds a Masters of Public Health.

PROFESSOR IAN WRONSKI AO
Professor Ian Wronski AO is Deputy Vice Chancellor of the 
Division of Tropical Health and Medicine at James Cook 
University. 

Professor Wronski is currently Chair of the Australian Council 
of Pro Vice Chancellors and Deans of Health Sciences, and 
a Board Member of the Asia-Pacific Economic Cooperation - 
Life Sciences Innovation Forum, and was previously President 
of the Australian College of Rural and Remote Medicine 
2000-2003. 

Professor Wronski was awarded an Order of Australia (AO) 
in 2014 for his distinguished service to higher education, 
particularly in the areas of tropical and rural health and the 
health of Indigenous Australians.

Board terms
The terms of office for Professor Gracelyn Smallwood, Shayne 
Sutton and Professor Ian Wronski ended on 17 May 2019.   
Danette Hocking and Nicole Hayes’ terms of office commenced 
on 18 May 2019.  
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Health service keeps Townsville 
economy humming 

The Townsville Hospital and Health Board hosted a 
business breakfast in 2018 to highlight the positive 
economic impact the health service has in the local 
community.

An economic impact assessment by AEC Group showed 
that during the 2017-2018 financial year the Townsville 
HHS contributed close to $1.9 billion to the North 
Queensland economy.

This included jobs for 11,743 North Queenslanders taking 
home wages of close to $1 billion.

Board Chair Tony Mooney said Townsville’s position as 
the major tertiary health provider in northern Australia 
was vital to the region’s economy.

“Across the HHS, we directly employ 6,413 
clinical and non-clinical people who take 
home $679 million in wages, these wages 
support an additional 5,500 jobs in our 
community,” he said.

“This economic impact assessment shows very clearly 
the significant role the Townsville HHS plays as a major 
economic driver in North Queensland.

“There is no doubt that this impact will continue to grow 
strongly over the next decade.

“The State Government’s Buy Queensland policy requires 
local suppliers to be prioritised and supported to deliver 
significant contracts,” he said.

“It is essential our local business community know how to 
tap into and leverage the opportunities associated with 
us generating almost $2 billion into the local economy.

“My focus is to make sure that the money we are 
generating is translating into direct local jobs and in 
turn that money is being spent buying local goods and 
services.”

Mr Mooney said the Townsville HHS’s economic 
contribution wasn’t limited to Townsville.

“The communities across our health service including 
Charters Towers, Ingham Ayr, Home Hill and Palm Island 
are vital to how we deliver health services and provide a 
significant economic boost locally.”

Board Chair Tony Mooney at a business breakfast for corporate leaders in 2018
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During the year, the Board held 11 ordinary meetings.  The table below shows the attendance record of the number of meetings 
Board members were eligible to attend.  The Finance, Audit and Risk, Executive, and Safety and Quality committees are 
prescribed committees.

For period 1 July 2018 to 30 June 2019 Board 
Meeting

Finance 
Committee

Audit 
and Risk 

Committee

Executive 
Committee

Stakeholder 
Engagement 
Committee

Safety and 
Quality 

Committee

Number of meetings held 11 11 6 10 6 6

Name Position Current Term Attendance

Tony Mooney AM Chair and member 
(18/05/2016)

18/05/2016 
to 

17/05/2020
11 of 11 10 of 11 N/A 9 of 10* 6 of 6 6 of 6

Michelle Morton
Deputy Chair 
and member 
(29/06/2012)

18/05/2019 
to 

17/05/2021
10 of 11* 10 of 11 N/A 10 of 10 5 of 6 N/A

Debra Burden Member 
(18/05/2016)

18/05/2017 
to 

17/05/2020
11 of 11 11 of 11 6 of 6* 10 of 10 N/A N/A

Christopher  Castles Member 
(18/05/2016)

18/05/2019 
to 

31/03/2022
11 of 11 11 of 11 N/A N/A 5 of 6 N/A

Dr Eric Guazzo OAM Member 
(29/06/2012)

18/05/2018 
to 

17/05/2020
11 of 11 N/A 4 of 6 7 of 10 N/A 5 of 6*

Nicole Hayes Member 
(18/05/2019)

18/05/2019 
to 

17/05/2020
1 of 1 N/A N/A N/A N/A 1 of 1

Danette Hocking Member 
(18/05/2019)

18/05/2019 
to 

31/03/2022
1 of 1 N/A 1 of 1 N/A N/A N/A

Professor Ajay Rane 
OAM

Member 
(18/05/2017)

18/05/2017 
to 

17/05/2020
11 of 11 9 of 11 N/A N/A 6 of 6* N/A

Professor Gracelyn 
Smallwood AO

Member 
(23/10/2015)

23/10/2016 
to 

17/05/2019
8 of 10 N/A N/A 5 of 8 2 of 5 N/A

Shayne Sutton Member 
(18/05/2018)

18/05/2018 
to 

17/05/2019
8 of 10 N/A 4 of 5 N/A N/A 4 of 5

Robert ‘Donald’ 
Whaleboat

Member 
(27/07/2012)

18/05/2019 
to 

31/03/2022
11 of 11 N/A 6 of 6 N/A N/A 5 of 6

Professor Ian 
Wronski AO

Member 
(29/06/2012)

18/05/2017 
to 

17/05/2019
9 of 10 N/A N/A 6 of 8 N/A N/A

* indicates Board Committee chair roles
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The annual Board fees for the Chair are $85,714, and for the 
Deputy Chair and members are $44,503.  The annual fees 
for the committees are $4,000 for the designated Chair and 
$3,000 for members per committee.  In total, $1,413.80 in 
out-of-pocket expenses were paid to Board members during 
the reporting period.  

During 2018-2019, the Board was expertly assisted by non-
Board Members:

 x  Audit and Risk Committee: Mr Bill Buckby, Mr John Zabala, 
Mr Luke Guazzo and Ms Pamela Stronach

 x  Safety and Quality Committee: Dr Michael Corkeron, Mr 
Ted Winterbottom, Mr Adriel Burley and Mrs Nicole Hayes

 x Finance Committee: Ms Tricia Brand

The tenures of Mr Bill Buckby and Mr John Zabala on the 
Board Audit and Risk Committee concluded in October 2018 
and December 2018 respectively.  Ms Pam Stronach and Mr 
Luke Guazzo were appointed to the Board Audit and Risk 
Committee in February 2019.

Executive management

The Townsville HHS executive was led in 2018-2019 by HSCE 
Kieran Keyes.  The HSCE is responsible and accountable 
for the day-to-day management of the HHS and for 
operationalising the Board’s strategic vision and direction.  
The HSCE is appointed by, and reports to, the Board.

The HSCE was supported by an executive team comprised 
of:  Chief Operating Officer/s Ms Adrianne Belchamber and 
Mr Stephen Eaton, Chief Finance Officer Mr Stephen Harbort 
and Mr Rod Margetts, and Executive Directors:  Executive 
Director/s Medical Services Dr Andrew Johnson and Dr Niall 
Small, Executive Director Nursing and Midwifery Services 
Ms Judy Morton, Executive Director Clinical Governance Dr 
Tracey Bessell, Executive Director Human Resources Mr Sam 
Galluccio, Executive Director Aboriginal and Torres Strait 
Islander Health Mr Dallas Leon, Executive Director/s Digital 
Health and Knowledge Management Ms Danielle Hornsby and 
Ms Louise Hayes, Executive Director Allied Health Ms Danielle 
Hornsby, and Executive Director Corporate and Strategic 
Governance Ms Sharon Kelly.

The business of the HHS is operationalised through five 
clinical service groups: Health and Wellbeing, Medical, Mental 
Health, Rural Hospitals, and Surgical, two clinical services 
divisions, Allied Health Service Division and Indigenous Health 
Service Division, and one non-clinical directorate, Facilities, 
Infrastructure and Support Services.  The service groups, 
directorates and divisions are supported by a corporate services 
function.  The Townsville Public Health Unit is responsible for 
population health, disease prevention and health promotion.  
The TPHU Director reports to the Chief Operating Officer.

Facilities, Infrastructure and Support 
Services
Facilities, Infrastructure and Support Services deliver and 
maintain the essential infrastructure, functions and services 
that underpin the delivery of health services at all Townsville 
HHS facilities and sites. FISS is based at The Townsville Hospital. 

Areas of responsibility include capital works, asset and space 
management, redevelopment, building, engineering and 
maintenance services.
 
FISS is also responsible for food services, environmental 
cleaning, waste and linen.

The Townsville Hospital campus operations department is 
responsible for the emergency preparedness and continuity 
unit, health security, travel office, switchboard and interpreter 
services, mailroom and staff/public car parking at The 
Townsville Hospital campus.  

Health and Wellbeing Service Group
The Health and Wellbeing Service Group is comprised of a 
diverse collection of health services from primary health care 
in community settings through to acute and critical care, with 
health services ranging across the age spectrum from pre-
birth to aged care.  

The Health and Wellbeing Service Group workforce is 
characterised by several large specialist workforces including 
maternity, neonatal, paediatrics, community health and 
aged care, oral and offender health and smaller specialised 
teams including BreastScreen, mobile women’s health, 
urogynaecology, child protection, and sexual health.  These 
clinical staff are supported by a team of administration and 
support professionals across multiple sites to ensure efficient 
and effective services are provided to our community.

Medical Service Group
The Medical Service Group provides services across several 
clinical units including emergency medicine, internal 
medicine, neurology, gerontology, infectious diseases, 
endocrinology and diabetes, respiratory, gastroenterology, 
renal, rheumatology, rehabilitation, sub-acute care and 
comprehensive cancer services including medical oncology, 
palliative care, haematology and bone marrow transplantation 
and radiation oncology.  The Townsville Hospital pharmacy 
department also sits within the Medical Service Group.  

MSG units see patients at The Townsville Hospital and provide 
outreach services to Mackay, Cairns and Mount Isa.  Clinical 
services are also provided via telehealth to regional hospitals.  
These services include consultations as well as treatments 
such as chemotherapy in a shared-care model.  
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Mental Health Service Group
The Mental Health Service Group comprises six clinical 
program areas and one non-clinical program area with 
25 teams responsible for the provision of comprehensive, 
specialised mental health assessment and treatment services 
across the age spectrum.  Services delivered by the MHSG aim 
to be consumer focused and recovery oriented and provided 
in a variety of settings. 

The six clinical programs include adult services, child 
adolescent and young adult services, rehabilitation services, 
rural and remote services, alcohol, tobacco and other drugs 
services (ATODS) and Aboriginal and Torres Strait Islander 
Wellbeing Assessment and Engagement Services.

Services include acute inpatient care, crisis intervention, 
homeless outreach, specialist community teams, community 
integration and health rehabilitation, case management, 
ATODS, forensic mental health, court liaison, older persons 
mental health and culturally appropriate mental health services.

Rural Hospitals Service Group
The Rural Hospitals Service Group provides access to public 
health services to the people of the Burdekin Shire, Charters 
Towers Regional Council, Flinders Shire, Hinchinbrook Shire 
and Richmond Shire.

RHSG facilities deliver a range of services including, emergency, 
general medicine, general surgery, obstetrics, in-patient, 
outpatient, primary health, community and aged care services.

The RHSG is committed to strengthening healthcare and 
planning for continued delivery of sustainable services to 
residents living in rural and remote communities.  Rural 
hospitals are pivotal to the delivery of healthcare to people in 
our rural and remote communities, as well as within the public 
aged-care sector.

Surgical Service Group
The Surgical Service Group provides secondary care combined 
with a range of tertiary services across various specialities. 
The SSG workforce delivers perioperative services including 
elective surgery, anaesthetics, and theatre care as well as 
medical Imaging and other diagnostic care.  

The SSG provides critical care for both adults and children and 
offers a full range of surgical specialities including cardiology 
and hyperbaric medicine. The paediatric intensive care unit is 
the only one of its kind north of the south-east corner. 

Allied Health Service Division
2018-2019 was the first year of operations for the Allied 
Health Service Division. The division provides clinical services 
across service groups as part of multidisciplinary teams, to 
patients and their families in acute and outpatient settings.  
 
The division has a vibrant and skilled workforce of more than 
280 talented professionals who come to work every day 
to make a difference to the lives of North Queenslanders.  
Professional services include physiotherapy, occupational 
therapy, speech pathology, dietetics, social work, psychology, 
prosthetics and orthotics, and podiatry. 

As well as direct services to patients, the division also 
provides a practice governance and professional leadership 
function for these disciplines across the broader HHS. 

Indigenous Health Service Division
The Indigenous Health Service Division supports the delivery 
of high-quality services to Aboriginal peoples and Torres Strait 
Islander peoples across the HHS.  IHLOs provide a critical 
support service for Indigenous consumers at The Townsville 
Hospital working as part of a multi-disciplinary team to 
provide cultural support and advocacy for consumers. 

A range of services continue to be provided at the Joyce 
Palmer Health Service for the Palm Island community. Renal 
services have increased, and additional services are now 
provided with a vision to repatriate some consumers to 
receive care closer to home. 

Enhanced primary healthcare services identified in the Palm 
Island Health Action Plan 2018-2028, and operationalised 
through the Palm Island Primary Health Care Centre, are key 
to addressing the health needs of the Palm Island community.
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Townsville Public Health Unit

Population health goes beyond individual cases of disease. It 
finds ways to reduce risk and protect the community, such as 
food and water safety, pollution, hygiene, outbreaks, disaster 
responses and immunisation. The TPHU is a small team of 
clinicians and experts in communicable disease control, 
sexual health, mosquito-borne disease, environmental health 
and health promotion.

In 2018-2019, the TPHU worked tirelessly for several weeks 
after the floods, advising communities, doctors and nursing 
homes how to minimise injuries, infections and allergies 
related to the clean-up.  Environmental health teams, with 
colleagues from around the state, helped many businesses 
safely re-open.  Mosquito-control teams sprayed public 
buildings to reduce mosquito hazards, and public health 
nurses took hundreds of calls from the community and GPs 
about notifiable diseases and immunisation services (such as 
ensuring vaccines had been refrigerated correctly).

Other highlights from 2018-2019 were releasing virus-
resistant mosquitoes in Ingham to complete the protection of 
North Queensland from dengue and Zika outbreaks, helping 
Palm Island with long-term mentoring and support for water 
treatment staff, training and systems for influenza vaccination 
in health and aged care facilities, and regional specialist 
nurses protecting Indigenous children from rheumatic heart 
disease. After helping make healthier foods and drinks 
available at The Townsville Hospital, the TPHU continues 
health promotion efforts to reverse the toll of obesity and 
diabetes in our region.

Person-centred care

The HHS has continued to prioritise a partnership with patients, 
carers and community members in 2018-2019 through the 
delivery of person-centred healthcare. A key outcome was an 
extensive consultation project with consumers, clinicians and 
health managers to identify focus areas for person-centred care 
improvements across the organisation. 

Areas identified for prioritisation included:

 x  supporting improved patient participation in healthcare 
decisions and plans

 x  improving patient experience in the registration process 
for outpatient clinics

 x  refining and improving patient correspondence and 
communication including letters, text messages and 
phone calls

 x  improving the readability and usability of patient 
information 

 x  coordinating care for people with complex care needs

 x  improving support for patients who required eating 
assistance in hospital.

There has been a continued focus in ensuring staff are 
trained in person-centred care and have access to patient 
and carer stories to support their understanding of the lived 
experience. 

Communication with patients, carers and community 
members was a priority area in 2018-2019 with five key 
person-centred communication principles promoted with 
staff across the HHS.  The principles were: be warm and 
approachable, be compassionate, be respectful, be clear and 
support partnerships.

Person-centred care lead Jo Sherring with paediatrics 
nurse unit manager Marissa Edmondson
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Another person-centred care success were posters for the 
paediatric unit inspired by the ‘What Matters to Me’ initiative.  
Children in the ward answer questions including their likes, 
dislikes, and favourite games, which they then hang above 
their bed to make the room feel a little more like their own. 

In 2018-2019, there was a concerted focus on increasing 
the opportunities for health consumers to be involved in 
designing, planning and evaluating healthcare delivery.  Staff 
have been trained in how to engage with consumers resulting 
in consumers across the organisation becoming actively 
involved in quality improvement projects, staff training, long-
term planning of facilities and infrastructure, patient safety 
processes, health literacy projects and governance.

Patient feedback

The HHS recognises that consumer feedback is a valuable 
source of information.  Not only does it identify the positive 
aspects of the care staff deliver, it is integral to ensuring 
continued improvement.  Consumer feedback provides the 
health service with an opportunity to better understand the 
experience of our patients and their families who access our 
care and provides a valuable insight into our service delivery.  

In 2018-2019, feedback has informed improvements including 
changes to patient information as well as admission and 
discharge processes.

During 2018-2019, 1,979 compliments and 1,192 complaints 
were received.  All complaints received were acknowledged 
within five calendar days, and overall, 87 per cent were 
resolved within 35 calendar days.

All compliments are shared directly with individuals or clinical 
teams and staff are encouraged to celebrate the positive 
feedback.  Of the compliments received, most related to the 
humanity and caring of our staff, the professional conduct of 
staff and the treatment received.  Most complaints related to 
the treatment provided, access and timing to services and 
our staff’s humanity and caring.  Most feedback was provided 
directly by either the patient or their family/carer.  To resolve 
complaints, staff provided an explanation/information or an 
apology or a service was arranged. 

Research 

Research continues to be a core component of Townsville 
HHS activity with investment showing important returns in 
quantity and quality of study output.  An increasing number 
of HHS staff are becoming involved in research either as part 
of established teams or benefitting from mentorship from 
leading investigators.

In 2018-2019, $521,498 in Study, Education and Research 
Trust Account grants were awarded to HHS staff.  Studies 
supported by these funds include:

 x a randomised-controlled trial of metformin for prevention 
of abdominal aortic aneurysm related events

 x  a study that will achieve expert opinion consensus on a 
clinical referral pathway for assessment of patients with 
sub-clinical cognitive impairment, a condition that is 
associated with increased risk of dementia

 x  determining the impact of an immersive sensory 
experience in labour on the mode of birth

 x  utilising machine learning to explore strategies to reduce 
inappropriate pathology testing, a major source of 
healthcare resource wastage.

High-profile events included the annual Townsville HHS 
Research Showcase held in September 2018.  A diverse 
range of research papers were presented including 49 oral 
abstracts and 27 poster displays.  Invited keynote speakers 
were distinguished researchers.  Professor Jonathan Kalman 
spoke on health economics and its role in health service 
improvement.  Dr Natisha Sands discussed her work that 
has developed mental health triage tools while Dr Rakesh 
Akora described the importance of perioperative care during 
cardiothoracic surgery.

HHS staff are taking every opportunity to increase their skills 
in research.  Workshops held during the Research Showcase 
were oversubscribed. Research training courses are held 
throughout the year either in two-day intensive or 12-weekly 
session formats.  Due to its gathering reputation, this training 
resource attracts participants from outside the HHS and 
across the state.

The Townsville HHS sponsored two international conferences 
that considered current issues in the implementation of 
human bioethics to facilitate high-quality clinical research. 
Hosting the Australasian Ethics Network and Australasian 
Association of Bioethics and Health Law Conferences in 
Townsville was testament to the prominence and leadership 
of the HHS Human Research Ethics Committee.

The HHS metrics speak clearly about the volume of research 
being performed.  A total of 186 publications, 130 authorised 
studies and more than $3.5 million in funding has driven a 
vibrant research culture at the Townsville HHS.

Townsville HHS is the major clinical partner in the recently 
incorporated Tropical Australian Academic Health Centre.

In 2018-2019, $521,498 in Study, Education 
and Research Trust Account grants were 
awarded to HHS staff.
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Organisational structure and workforce profile

The Townsville HHS employs 6,413 clinical and non-clinical staff who deliver person-
centred care defined by quality, safety and compassion to diverse communities 
across North Queensland.  The full-time equivalent was 5,415 at 30 June 2019, with a 
permanent separation rate of 7.5 per cent.

Table 1: More doctors and nurses*

2014-2015 2015-2016 2016-2017 2017-2018 2018-2019

Medical staff a 589 630 648 693 720

Nursing staff a 2,169 2,250 2,235 2,268 2,310

Allied Health staff a 614 645 624 646 661 

Table 2: Greater diversity in our workforce*

2014-2015 2015-2016 2016-2017 2017-2018 2018-2019

Persons identifying as 
being Aboriginal and/or 
Torres Strait Islander b

155 159 154 186 208 

5,415 FTE

permanent
separation rate

7.5%

clinical and 
non-clinical 
employees

Chief Operating 
O�cer

Executive Director 
Corporate and 

Strategic 
Governance

Executive 
Director Nursing 
and Midwifery 

Services

Executive 
Director Human 

Resources

Chief Finance 
O�cer

Executive 
Director Medical 

Services

Executive Director 
Digital Health and 

Knowledge 
Management

Facilities, 
Infrastructure 
and Support 

Services

Health and 
Wellbeing 

Service Group
Medical 

Service Group
Mental Health 
Service Group

Rural 
Hospitals 

Service Group
Surgical 

Service Group

Executive 
Director 

Aboriginal and 
Torres Strait 

Islander Health

Executive 
Director Allied 

Health

Allied Health 
Service 
Division

Indigenous 
Health Service 

Division

Health Service Chief Executive

Note: * Workforce is measured in MOHRI – Full-Time Equivalent (FTE). Data presented reflects the most recent 
pay cycle at year’s end.

Source: a DSS Employee Analysis, b Queensland Health MOHRI, DSS Employee Analysis
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2019 Australia Day staff 
excellence awards

Individual staff and teams were recognised at the 2019 
Townsville HHS Australia Day Excellence Awards. Staff were 
nominated by their peers for their commitment to the HHS’s 
five values – integrity, compassion, accountability, respect 
and engagement, its purpose and vision, as well as a Rural 
Health Worker of the Year category.

This year, the title of Consultant Emeritus was bestowed 
upon two physicians; Dr Tony Matthiesson, and 
posthumously to Associate Professor Peter Keary. 
Dr Matthiesson was awarded the title for his work in 
pioneering respiratory medicine in the Townsville region. 
Touted as an iconic figure in his field, Dr Matthiesson 
was well regarded for his commitment to service, clinical 
acumen and professional care. Associate Professor Keary 
was awarded the title for being a leader in the field of 
rheumatology and general medicine in regional Australia. 
He is regarded as one of the great innovators in early post-
graduate education and in his role as Director of Clinical 
Training shaped a generation of physicians.  

Winners of each category

INTEGRITY Karen Jennings

COMPASSION Gaynor Norman

ACCOUNTABILITY Judy Brown

RESPECT Lindsay Dawson

ENGAGEMENT Narelle Draper

RURAL HEALTH WORKER     
OF THE YEAR

Ron Hocking

PURPOSE Susan Doherty

VISION
Dr Jay Iyer and North 
Queensland Paediatric Burns 
Service

LENGTH-OF-SERVICE AWARDS

Compassion winner Gaynor Norman and Townsville 
Hospital and Health Board Chair Tony Mooney

Engagement winner Narelle Draper and 
Integrity winner Karen Jennings

Vision winner Dr Jay Iyer and Scott 
Stewart MP

Awards and recognition

Length-of-service awards were held across the HHS in 2018.

792 people were recognised for 9,770 collective years of service
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Strategic workforce planning and 
performance

The Townsville HHS is a proud employer of approximately 
one in 17 people working in paid employment in the region. 
The HHS supports and implements a variety of programs to 
ensure that planning, attracting, developing and retaining its 
workforce is paramount.

Leadership Essentials 
The intent of the program has been to equip leaders with the 
knowledge and the skills to model desired management and 
leadership behaviours and is underpinned by the Australian 

Health Leadership Framework.  Sixty leaders across the HHS 
attended the program with mentoring sessions, led by an 
executive director/director, and completed post training. 
Individual leadership coaching sessions have been provided 
as needed to ensure that the learned capabilities are 
embedded and sustained in the long term.

Management Essentials 
This core management training program has been developed 
and is currently in the pilot phase.  Based on a masterclass 
delivery style and developed for all line managers, practical 
training sessions included cost centre and financial 
management, HR delegations, and safety for line managers. 

Each year, the Townsville Hospital and Health Service 
recognises staff who have made a significant contribution to 
improving health outcomes for Aboriginal and Torres Strait 
Islander people in the region. 

This year’s winners were Joyce Palmer Health Service medical 
superintendent Dr Margaret Fielding and Indigenous health 
service group director Liza Tomlinson in the category of non-
Indigenous Individual award, Indigenous mental health worker 
Dawn Charteris in the category of Indigenous individual award 
and the Hearing Health Team at the Townsville Community 
Health Service in the category of team award.

The awards are given as part of the HHS’s annual NAIDOC 
Week celebrations. In addition to the awards, staff celebrated 
Aboriginal and Torres Strait Islander women in recognition of 
the 2018 theme ‘Because of her we can’. The event included 
entertainment from the Thulgaree Bindal Yallorans Dancers, 
musical entertainment by the Townsville HHS cultural practice 
coordinator’s band Trevor and Sons and a BBQ lunch for 
guests.

2018 NAIDOC awards

Jo Alderman making a speech at the 
NAIDOC event

Des Cowburn, Emily Marshall, Jane Mariu, Leanne Johnson, 
Margaret Wagg , Di Ross, Liza Tomlinson and Dorothy Savage
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Working Together Better 
Targeted bullying and harassment training has been developed 
and roll-out commenced in June 2019.  Developed for line 
managers and team leaders, the training aims to enhance 
knowledge and skills for line managers to conduct respectful, 
productive feedback and performance-focused discussions. 

Employee Workplace Concerns and 
Grievance Training
Specifically intended for line managers, this training has been 
developed to equip leaders with the knowledge and skills 
to facilitate a grievance resolution process. The training is 
currently in refinement phase.

Learning-on-Line (LOL)
The next stage of the web-based learning platform is nearing 
completion with the transition from paper-based clinical 
competence assessment for all nursing staff to web-based 
assessment. 

Strategic Workforce Plan 2018-2022
The Townsville HHS Strategic Workforce Plan 2018-2022 
identifies long-term key strategies to attract, retain and 
strengthen the workforce.  Strategies include developing 
and implementing innovative and responsive models of care 
through workforce redesign and evidence-based workforce 
planning, investing in, and supporting, our workforce, 
developing our rural and remote workforce, and ensuring 
that workforce frameworks facilitate workforce flexibility and 
responsiveness. 

Attraction
In 2018-2019, targeted national and international recruitment 

campaigns promoted the Townsville HHS as a great place to 
work providing research, innovation, professional and career 
development opportunities coupled with work-life balance 
in the tropics.  Career specialties on offer included medical 
physics, mental health nursing, indigenous and tropical 
public health in regional, rural and remote locations.  Annual 
recruitment campaigns are undertaken for medical, nursing 
and allied health streams.

Career opportunities and promotion
The Townsville HHS provides representation at career days 
including the annual James Cook University Careers Fair with 
ambassadors on hand to promote opportunities in medical 
and dental, nursing and midwifery, allied health, professional, 
science, engineering and business administration.

Critical role and succession planning 
framework
This planning framework provides the foundation for 
identifying and managing critical roles and associated 
succession plans. The framework was endorsed and 
commenced implementation in 2018-2019. 

myHR implementation
Townsville HHS implemented the myHR system in 2018-2019 
providing online direct access to organisational structure, 
establishment management and payroll form processing. 

Early retirement, redundancy and 
retrenchment

No redundancy packages were paid during the period.

Registered nurses Samantha Hooper, Nicola Maragna and Patrina Stanford 
are part of the clinical workforce at the Ingham Health Service
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Our Committees

Finance
 
The Finance Committee is established under section 31(1)(b) of 
the Regulation. In accordance with section 33 of the Regulation, 
the committee advises the Board on matters relating to 
financial performance and the monitoring of financial systems, 
financial strategy and policies, capital expenditure, cash flow, 
revenue and budgeting to ensure alignment with key strategic 
priorities and performance objectives.

The key achievements of the committee in 2018-2019 were:

 x Implementation of improved reporting to facilitate 
effective decision-making of the Board

 x Monitoring of revenue and expenditure, cash flow and 
financial performance

 x Deliberation of strategic financial issues, objectives, and 
risks

 x Monitoring activity performance against the activity-based 
funding (ABF) model

 x Overseeing the delivery of a surplus operating budget 
result.

Audit and Risk

The Audit and Risk Committee is a prescribed committee 
under section 31 of the Hospital and Health Boards 
Regulation 2012. The committee functions under the authority 
of the Board, in accordance with the approved terms of 
reference.

The terms of reference, and committee operations, have 
due regard to Queensland Treasury’s Audit Committee 
Guidelines: Improving Accountability and Performance.  The 
committee meets bi-monthly, providing the Board advice 
and recommendations on matters relating to the health 
service’s assurance frameworks, incorporating enterprise 
risk, internal control and legislative compliance, the internal 
and external audit functions, as well as the health service’s 
external accountability responsibilities prescribed in the 
Financial Accountability Act 2009, the Financial Accountability 
Regulation 2009, and the Financial and Performance 
Management Standard 2009.  The committee regularly 
engages with the Queensland Audit Office and considers 
all performance reporting and insights released by the 
Queensland Audit Office to enhance its effectiveness.  

In 2018-2019, the committee increased its focus and 
oversight of organisational risk advising on key changes to the 
enterprise risk-management framework, and associated risk 
reporting to enhance the effectiveness of risk management 
and risk governance practices across the health service.

Executive

The Executive Committee is established under section 32A 
of the Act. In accordance with section 32B of the Act, the 
committee works with the HSCE to progress strategic issues, 
including those identified by the Board, and to strengthen the 
Board’s relationship with the HSCE to ensure accountability in 
the delivery of services by the Townsville HHS.

The key achievements of the committee in 2018-2019 were:

 x  Overseeing the Master Plan project and planning of the 
proposed Health and Knowledge Precinct with James Cook 
University

 x  Provided oversight of key strategic issues including the 
establishment and opening of the new Primary Care 
Centre on Palm Island in partnership with Palm Island 
stakeholders, progression and final endorsement of 
the Statement of Action towards Closing the Gap and 
implementation of the next phase of the integrated 
electronic medical record project

 x  Guided the development of the Townsville HHS 
Governance Framework 2019-2023 which outlines how 
we govern our organisation to comply with our obligations 
and operate to meet the expectations of our patients, 
families, staff and communities 

 x  Oversight of the development of our Person-Centred 
Care program and development of Quality Improvement 
Initiatives for implementation into the coming year.

Safety and Quality

The Safety and Quality Committee advises the Board on 
matters relating to, and promotes improvements in, the safety 
and quality of health services, by monitoring the Townsville 
HHS’s governance arrangements relating to the safety and 
quality of health services, monitoring the safety and quality of 
care provided by the Townsville HHS, and collaborating with 
other safety and quality committees.
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The key achievements of the committee in 2018-2019 were 
overseeing:

 x Australian Council on Health Care Standards accreditation 
awarded until March 2023, including ‘met with merit’ for 
medication safety and research governance

 x Service improvement and delivery at Charters Towers 
Community Mental Health Service

 x Development and implementation of a range of digital 
hospital clinical dashboards to assist real- time patient 
monitoring and decision-making

 x New models of care following clinical incidents, including 
occupational therapist-led hand review for day surgery 
patients.

Stakeholder Engagement

The Stakeholder Engagement Committee oversees the 
development and implementation of activities relating to the 
two engagement strategies:

 x  Clinician Engagement Strategy to promote consultation 
with health professionals working in the service

 x  Consumer and Community Engagement Strategy to 
promote consultation with health consumers and 
members of the community about the provision of health 
services by the service. 

The committee also oversees the development and 
implementation of activities relating to the protocol with 
primary healthcare organisations that is required under 
section 42(1) of the Act to promote cooperation between the 
service and primary healthcare organisations. 

The committee meets to monitor and promote the Townsville 
HHS’s reputation by ensuring there is clear and meaningful 
communication and engagement with staff, community and 
other stakeholders.
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Our risk management

Internal audit

Internal audit is a fundamental pillar in the governance 
and assurance environment of the Townsville HHS and is a 
valuable tool to manage risk effectively. The key objective 
of the internal audit function is to provide a systematic, 
disciplined approach to evaluating and improving the 
effectiveness of risk management, systems of internal control 
and governance arrangements in an independent and 
professional manner. The HHS’s internal audit function was 
established by the Board in accordance with the Finance 
and Performance Management Standard 2009. The role and 
responsibilities of the internal audit function are defined in the 
internal audit charter which is reviewed regularly for currency 
and compliance with relevant professional standards.  The 
internal audit function is designed in accordance with the 
internal audit charter and the Institute of Internal Auditors 
International Standards for the Professional Practice of 
Internal Auditing, giving due regard to Queensland Treasury’s 
Audit Committee Guidelines: Improving Accountability and 
Performance.  

Independence is essential to the effectiveness of the internal 
audit function.  Formal structures are in place to allow the 
function to operate as designed. The internal audit function 
reports administratively to the HSCE, and functionally to the 
Board Audit and Risk Committee. The internal audit function 
has no management responsibilities that conflict with its 
primary role.

The Townsville HHS’s internal audit services are provided 
through a co-source service delivery model, led and managed 
by the Director Internal Audit.  Seven reviews were performed 
in the 2018-2019 financial year, in accordance with the 
approved Internal Audit Operational Plan.  The focus of these 
reviews included:

 x  Medical Imaging Department – Revenue and Billing 
Practices

 x  Enterprise Risk Management Framework – Maturity and 
Status Check

 x  Legal Service Delivery

 x  Consumer Feedback Program

 x  Occupational Violence Prevention

 x  Recruitment and Selection, including Workforce Planning 
and

 x  Information Communications Technology (ICT) Third-Party 
Contract Risks.

External scrutiny, Information 
systems and recordkeeping

External scrutiny 
Internal and external reviews are often commissioned 
by government agencies and/or state bodies to provide 
independent assurance regarding the operations and 
performance of the HHS.  Therefore, the health service’s 
activities and operations are subject to regular scrutiny from 
external oversight bodies.  These can include, but are not 
limited to, the Queensland Audit Office, Office of the Health 
Ombudsman, Crime and Corruption Commission, Medical 
Colleges, Australian Council on Healthcare Standards, 
Postgraduate Medical Education Council of Queensland, 
Australian Aged Care Quality Agency, and the Coroner.

Australian Council on Healthcare Standards

The Australian Council on Healthcare Standards (ACHS) 
conducted a whole-of-organisation survey visit for 
accreditation of the hospital and health service in November 
2018.  All services successfully met all standards and 
maintained accreditation.  ACHS accreditation was awarded 
until 26 March 2023.

Parliamentary Reporting

In the 2018-2019 financial year, Parliamentary reports tabled 
by the Auditor-General, which directly or indirectly considered 
the performance of Townsville Hospital and Health Service, 
included:

 x  Report to Parliament 17:  Managing Consumer Food Safety 
in Queensland.   The objective of this audit was to examine 
whether food safety is effectively managed for consumers 
of food in Queensland 

 x  Report to Parliament 13:  Health:  2017-18 Results of 
Financial Audits.  This report summarises the results 
of the financial audits in the Queensland public health 

Seven reviews were performed in the 2018-
2019 financial year, in accordance with the 
approved Internal Audit Operational Plan. 
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sector, which included timeliness and quality of 
financial reporting as well as financial performance and 
sustainability

 x  Report to Parliament 10:  Digitising Public Hospitals.  The 
objective of this audit was to assess how well Queensland 
Health has planned, and is delivering, its digital hospitals 
program and whether it is realising the intended 
information-sharing and patient benefits

 x  Report to Parliament 2:  The objective of the audit was 
to assess how effectively the Queensland Government 
is managing the transition to the National Disability 
Insurance Scheme (NDIS) and how well prepared it is to 
oversee services after the transition to NDIS.

The Townsville HHS considered the findings and 
recommendations contained within these reports and, 
where applicable/appropriate, has acted to implement 
recommendations or address issues raised.

Crime and Corruption Commission

Townsville HHS was party to an audit conducted by the Crime 
and Corruption Commission Queensland, along with other 
hospital and health services and public-sector agencies.  The 
audit report, Integrity in Procurement Decision Making, was 
published in May 2019.  The objectives of this audit were:

 x  examine whether Queensland’s hospital and health 
services demonstrably achieve value for money from their 
goods/services procured, and 

 x  assess how public-sector agencies have dealt with 
allegations about corrupt conduct related to procurement 
and contracting activities.

The report included 13 areas of improvement across the 
16 agencies subject to the audit.  The Townsville HHS has 
considered the findings of this report and created an action 
plan to implement the recommendations.

Australian Aged Care Quality Agency       
In March 2019, the Australian Aged Care Quality Agency (the 
Quality Agency) conducted a site audit of Eventide Residential 
Aged Care Facility for compliance against the Accreditation 
Standards (Aged Care Quality Standards).   This site audit 
report provided an assessment of the facilities performance, 
in relation to the service, against the 44 expected outcomes 
of the Aged Care Quality Standards.  During the audit, the 
facility was found to meet 43 of the 44 expected outcomes of 
the Aged Care Quality Standards.  In June 2019, a subsequent 
site audit was conducted by the Quality Agency to re-assess 
Eventide Residential Aged Care Facility against the 44th 
expected outcome of the Aged Care Quality Standards.  The 
audit resulted in the 44th outcome assessed as met with re-
accreditation provided until 18 June 2020.

Office of the Health Ombudsman (OHO)

OHO is currently undertaking a review of The Townsville 
Hospital’s maternity services.  The OHO has not provided a 
draft report of formal findings or recommendations. 

Information systems and recordkeeping
Information governance has been a focus area across 
Queensland Health in 2018-2019.  At the Townsville HHS 
the changing focus has included the appointment of the 
Executive Director Digital Health and Knowledge Management 
to oversee monitoring and management of systems and 
practices, particularly those associated with the introduction 
of the integrated electronic medical record.  The introduction 
of digital technologies for health care delivery requires new 
business supports and awareness by the health sector, 
including areas such as cyber security and use of the My 
Health Record.

The HHS continues to improve communication and 
information sharing with general medical practice, other 
government health providers and non-government support 
and welfare agencies.  General practitioners have direct 
access to Queensland Health discharge summary and 
pathology information via The Viewer.   Other communication 
initiatives include collaboration with the Australian 
Government and the Northern Queensland Primary Health 
Network to implement the My Health Record which allows 
individuals to manage their own health record online and 
gives general practitioners access to relevant information. 

The HHS manages two specific types of records centred 
around the business of the agency - clinical and 
administrative.  Clinical records contain data or information 
relating to individual patients or clients and are created and 
managed to support effective care delivery.  All clinical records 
are securely stored in the HHS to ensure that privacy and 
confidentiality requirements are maintained. Confidentiality 
is maintained in accordance with Part 7 of the Hospital and 
Health Boards Act 2011.  Health consumers can access 
their personal information via Administrative Access or via 
application in accordance with the Information Privacy Act 
2009 and the Right to Information Act 2009.  

The HHS continues to improve 
communication and information sharing 
with general medical practice, other 
government health providers and non-
government support and welfare agencies. 
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Administrative records are developed and managed to 
document and support the operational activities of the 
HHS including, but not limited to, the functions of finance, 
human resources, property and asset management, and 
strategic management. Administrative records are retained 
in accordance with the Public Records Act 2002 and are 
retained in line with the Queensland State Archives General 
Retention and Disposal Schedules.  Continuous improvement 
and legislative compliance continue to be for focus of 
administrative records management throughout 2018-2019.

The implementation of the integrated electronic medical 
record and ongoing technology innovations in healthcare 
require significant business change and an agile responsive 
information technology service that continues to develop 
robust network and systems security in accordance with 
legislation and Queensland Health’s Digital Innovation 
Strategy.  At the same time information technology services 
continue to maintain effective business continuity and provide 
agile support where and when technology is needed.  

Queensland Public Service ethics
As part of the Townsville HHS orientation training program, all 
staff are provided with the Code of Conduct for Queensland 
Public Sector. As an annual mandatory training requirement, 
all staff are required to complete ethics, integrity and 
accountability online training. As at 30 June 2019, 83.1 per 
cent of staff had completed the training.

Confidential information 
The Hospital and Health Boards Act 2011 requires annual 
reports to state the nature and purpose of any confidential 
information disclosed in the public interest during the 
financial year. The HSCE did not authorise the disclosure of 
confidential information during the reporting period.


