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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 HHS 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 7.8 per cent of HHS residents are of Aboriginal 
and Torres Strait Islander descent, almost double the average (four 
per cent) for Queensland. Around 12.5 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 HHS 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.

Provide high-quality, person-centred care for 
northern Queensland

The Townsville HHS’s accreditation under the Australian Council 
of Healthcare Standards is predicated on compliance with the 
National Safety and Quality Health Service Standards.  Regular self-
assessments and audits were conducted in 2019-2020 to ensure 
compliance with these standards.  Assessment and audit findings 
were reported to relevant HHS committees for oversight and/or 
treatment actions.

In 2019-2020, in line with our strategic objective to ensure that our 
services are safe and of the highest quality, the Townsville HHS: 
 x expanded renal services by growing the number of 

haemodialysis chairs from 17 to 30 

 x opened a state-of-the-art endoscopy unit that included two new 
procedure rooms doubling the previous unit’s capacity

 x introduced 24-hour diagnostic radiology services

 x expanded treatment options for consumers in the Queensland 
Opioid Treatment Program to include buprenorphine, a long-
acting injectable that mitigates the risk of misuse and accidental 
overdose.

Closing the gap in Indigenous health outcomes, a key strategy of the 
HHS, was advanced by:
 x  introducing the first dedicated Indigenous health workers to 

Townsville University Hospital’s Renal Unit, who were integral to 
creating a welcoming and culturally sensitive environment for 
Aboriginal peoples and Torres Strait Islander peoples 

 x decreasing the notifications of congenital syphilis and syphilis in 
pregnant women.

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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Service self-sufficiency and reducing North 
Queenslanders’ reliance on Brisbane-based services was 
achieved by initiatives at Townsville University Hospital 
including:  
 x  engaging two specialist surgeons to perform breast-

reconstruction services for women post breast cancer 
surgery 

 x  introducing extracorporeal membrane oxygenation, the 
latest technology in cardiac and respiratory support, for 
patients suffering complex heart and lung conditions

 x  commissioning a $10 million MR linear accelerator 
allowing radiation oncologists to target radiation with 
pinpoint accuracy, enabling more tailored treatment in 
higher doses

 x  providing aged-care residents with the choice to 
receive emergency care in their home environment, 
through the Residential Aged Care Support Service, 
preventing unnecessary and distressing dislocation 

 x  introducing a paediatric CO2 fractional laser which 
breaks down the collagen in a burn scar making it 
softer, increasing the skin elasticity, and optimising the 
scar tissue’s ability to grow with the rest of the skin to 
improve the cosmetic appearance of burns 

 x  creating a Rural Remote Resource Team to promote 
equitable access to specialist mental health services in 
outlying communities and to increase the availability 
of therapeutic interventions facilitating gold-standard 
mental health care for people living rurally and 
remotely  

 x  engaging a gerontologist to advance care and 
strengthen services for elderly residents at Eventide 
Residential Aged Care Facility in Charters Towers, 
keeping them close to home and community.

 
Ensuring safe, quality healthcare services measured by 
positive engagement via social medial was a key measure 
of a HHS’s strategic objective in 2019-2020. The HHS’s 
organic reach on Facebook was, on average, 14,462 
people per post. Audiences watched more than 26,000 
hours of in-house- produced video content, a 2,700 per 
cent increase on the previous year.  

Culturally and linguistically diverse patients and 
consumers were supported through an interpreter 
program. In 2019-2020, this model provided interpreters 
for 3,320 patients and consumers either in person or via 
video or teleconference.

Ensure efficient and sustainable stewardship 
of resources

The HHS allocated $23.8 million in 2019-2020 towards 
sustaining and refurbishing buildings and infrastructure 
across the health service. 

Completed works included refurbishments and facility 
upgrades to:
 x  Townsville University Hospital

 x  Parklands Residential Aged Care Facility

 x  Ayr Health Service. 

Building Engineering and Maintenance Services delivered 
a major high-voltage electrical system upgrade to TUH 
to provide resilient and reliable critical infrastructure that 
supports healthcare delivery.

Awarding contracts locally is key to the HHS’s objective 
of efficient stewardship of resources and supporting a 
healthy and robust local economy.  In 2019-2020, almost 
$26 million (74 per cent) in contracts were awarded to local 
(within 125km) Townsville businesses. The value of these 
contracts will deliver benefits into the Townsville region and 
to Queensland.

The HHS contributes to the growth and development of 
surgical, medical and dental services within the region by 
contracting local providers for home care services, oral 
health and day surgery.  The HHS also has a strong focus 
on engaging local contractors, engineers, and tradespeople 
to deliver services.  The HHS continues to apply the local 
benefits test for all significant procurement to ensure that 
local suppliers and manufacturers have fair and equal 
opportunity to win HHS tenders. 

Work collaboratively, embrace innovation 
and continuously improve

The HHS invested in innovation and research in 2019-2020 
by:
 x  becoming accredited at TUH for transcatheter aortic 

valve implantation, a less-invasive option for local 
patients with significant cardiac valve 

 x  using digital technology to create innovative, 
consumer-led video content to break the cycle of 
scabies from community to youth detention 

 x  rolling out digital x-rays and implementing electronic 
oral health records for school dental vans ensuring 
quick access to patient records for coordinated 
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care and efficient appointments, improvements to 
patient and provider interaction, communication 
and convenience, and legibility and completion of 
documentation.

The HHS partnered with stakeholder organisations in 2019-
2020 and formalised agreements to lead, innovate and 
integrate services that included:
 x  partnering with Australian Red Cross Blood Lifeblood 

to offer donated breast milk to preterm babies at 
Townsville University Hospital 

 x  partnering with Gold Coast University Hospital to 
enable patients presenting with stroke the opportunity 
to undergo endovascular clot retrieval (the removal of a 
clot that is blocking the blood flow to the brain) with a 
view to bringing this highly effective service to TUH

 x  partnering with the Queensland Police Service to 
complete a mental health co-responder model trial 
that successfully prevented avoidable emergency 
department presentations 

 x  collaborating with GPs, non-government organisations, 
secondary mental health services (services that support 
consumers with more serious or complex mental health 
conditions) and ATODS to provide a stepped-care 
model for mental health consumers 

 x  partnering with mental health consumers to develop a 
journal for recovery designed to support consumers to 
take charge of their recovery through information and 
self-advocacy resources

 x  collaborating with corrective services to create a more 
user-friendly environment in the youth detention 
medical centre and oral health surgery and promote 
better health in the youth detention population.

Maintain an exceptional workforce and be a 
great place to work

Growing the Aboriginal and Torres Strait Islander workforce 
is a key measure of the HHS’s strategic objective for 
maintaining an exceptional workforce.

In 2019-2020, key achievements included:
 x recruiting four administration trainees who identified as 

Aboriginal or Torres Strait Islander
 x establishing a Nursing Academic Merit Award to 

support nursing undergraduate students with their 
studies 

 x  creating positions for two oral health trainees who 
identified as Aboriginal or Torres Strait Islander 

 x  developing and implementing an Indigenous Health 
Workforce Strategy with a key focus on increasing the 
Aboriginal and Torres Strait Islander workforce across 
all disciplines.

Priorities
The Townsville HHS is committed to supporting the health 
needs of North Queenslanders through prioritised strategic 
actions including:
 x strengthening the tertiary referral role of Townsville 

University Hospital 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.

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 a nurse-led COVID-19 assessment clinic to 
support testing for the local community

 x  engaging with local stakeholders including GPs and the 
business, education and aged care sectors 

 x  re-booking patients whose surgeries and planned 
procedures were cancelled due to the lock-down   

 x  conducting appointments via telephone or 
videoconference for patients whose face-to-face 
appointment were cancelled due to the lock-down

 x  undertaking social media messaging 

 x  designing collateral for use across the HHS to promote 
changes to visiting hours and social distancing. 
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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 HHS 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 HHS continues to support patients and 
carers through car parking concessions.

The Townsville HHS owns and operates the public car 
parking infrastructure at Townsville University Hospital 
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 Townsville University Hospital for 

an extended period
 x  patients and carers who frequently attend Townsville 

University Hospital
 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 2019-2020, the HHS approved an average of 162 
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 1,972 concessional car parking 
applications approved in 2019-2020 at a cost of $51,350.
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The Townsville HHS remains committed to improving the 
health and wellbeing of Aboriginal peoples and Torres Strait 
Islander peoples. 

Over the 2019-2020 period, there has been several 
achievements to improve services and outcomes for 
Aboriginal and Torres Strait Islander people.  While we 
acknowledge and celebrate some of these achievements, 
we also recognise that we must continue to challenge, 
innovate and improve systems and services in order achieve 
meaningful changes in health outcomes for Aboriginal 
peoples and Torres Strait Islander peoples.  

In 2019-2020, the HHS received Making Tracks funding of 
$3.95 million to support a range of initiatives to Close the 
Gap in health outcomes. These included providing cultural 
support at TUH, sexual health services, alcohol, tobacco 
and other drug services, support to the ongoing delivery of 
primary healthcare services on Palm Island, mental health 
co-ordination, young people health and wellbeing, maternity 
services, young parent support and rheumatic heart disease.  
This funding also included the North Queensland Aboriginal 
and Torres Strait Islander STI Action Plan 2016-2021 and 
the North Queensland Syphilis in Pregnancy Guideline 
Implementation.

The inaugural Townsville HHS Reconciliation Action Plan 
(RAP) 2019-2021 was launched in July 2019.  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.  Designated staff 
champions and other groups were engaged throughout the 
development process.  An analysis of the progress against 
the plan has identified that 63 per cent of deliverables 
have been commenced and/or completed, 25 per cent are 
expected to be completed in the coming year and 12 per 
cent have been affected by COVID-19.  Given the impact 
of the COVID-19 pandemic, Reconciliation Australia has 
provided a six-month extension to the Townsville HHS RAP. 

The Palm Island Primary Health Care Centre (PIPHCC) has 
continued to deliver primary health care services to the Palm 
Island community.  A range of local and visiting services are 

delivered from the service; these include GP appointments, 
sexual health services, oral health, and other visiting 
specialist services.  The HHS has continued to work closely 
with the Palm Island Community Company (PICC) to plan 
the transition of primary healthcare services.  The Transition 
to Community Control approach will see the HHS transition 
funding and responsibility for primary health care services to 
PICC, the local community-controlled service provider.  

The Cultural Practice Program continues to be delivered 
to enhance the cultural competency of HHS staff and 
support the delivery of services to Aboriginal and Torres 
Strait Islander consumers.  The program has undergone 
a review and the Indigenous Health Services Division will 
work with service groups and divisions to implement the 
revised program.  The program revisions have been based 
on staff and management feedback and aim to promote and 
facilitate more regular and practical conversations about 
Indigenous health.  The Indigenous Hospital Liaison Officer 
team continues to provide much-valued advocacy support 
for consumers and operational support for clinical and 
administrative teams. 

The Aboriginal and Torres Strait Islander Community 
Advisory Council (ATSICAC) ensures that community 
perspectives and advice are provided on a range of strategic 
and service-delivery matters.  Alongside ATSICAC, the HHS 
continues to operate the Aboriginal and Torres Strait Islander 
Health Leaders Advisory Committee (ATSIHLAC) to advocate 
and drive internal development and change.  Together, the 
two groups ensure the HHS applies a cultural lens to achieve 
equity in service access and health outcomes. 

The Townsville HHS Master Planning process was completed 
with engagement and input from the Bindal Traditional 
Owner group, as well as broader Aboriginal and Torres Strait 
input.  This plan highlights how the HHS can incorporate 
Aboriginal and Torres Strait Islander content concepts within 
the built infrastructure, across all elements of the master 
planning process.  

ABORIGINAL AND TORRES STRAIT 
ISLANDER HEALTH


