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Forward: 

Health equity is about everyone in the community having the necessary knowledge, skills and resources to 

achieve and maintain good health and wellbeing (Source: World Health Organisation) 

Tallangatta Health Service is committed to ensuring that access to health services are equally available to 

people within the diverse society in which we live. People who have been identified with access and 

equality concerns are: 

• Aboriginal and Torres Strait Islander descent 

• Socio-economically disadvantaged 

• Living in rural or remote areas 

• Living with a mental illness or intellectual disability 

• Living with abuse or neglect 

• Living with a physical disability (including communication deficits) 

• Affected by discrimination, social exclusion or incarceration 

• From cultural or linguistically diverse backgrounds, particularly refugees and survivors of torture and 

trauma. 

This Accessibility and Inclusion Plan seeks to identify and address barriers to service access and equity 

organisation wide. It aligns with our Strategic Direction 2018-27 vision, strategic priority and sits alongside 

the Aboriginal Health Cultural Competence Plan and our community Diversity Plan. 

Supporting Standards, Frameworks and Policies: 

• Department of Health 2009, Australian Charter on Healthcare Rights in Victoria 

• Department of Health 2005, Language Services policy 

• Department of Health 2009, Cultural Responsiveness Framework- guidelines for Victorian health 

Services 

• Department of Health 2009, Well proud. A guide to gay, lesbian, bisexual, transgender and intersex 

inclusive practice for health and human services 

• National Safety & Quality Health Service Standards (NSQHS)- Sept 2012 

• Commonwealth Home and Community Care, National Standards Instrument and guidelines 

• Disability Standards 

• Victorian State Disability Plan 2013-2016 

• Aged Care Accreditation Standards 

The plan is in three sections:  
 
Section 1  
The vision and role of Tallangatta Health Service  
 
Section 2  
Plan Objective and Processes for Implementation  
Identifies the Plan’s objectives, how it was developed and the processes by which it will be implemented, 
communicated, monitored and evaluated.  
 
Section 3  
Identifies specific, practical and achievable outcomes, and strategies that Tallangatta Health Service will 
implement and deliver. In addition, timeframes will be clearly identified and responsibility and resources 
allocated to ensure implementation.   



 

U:\Executive Support\DOCUMENTS\Tallangatta Health Service Accessibility and Inclusion Plan 2019-2022.docx

  3 

Glossary of terms: 

Accessibility1 is the design of products, devices, services, or environments for people with disabilities to 

enable access either assisted or unassisted.  

Accessibility can be viewed as the "ability to access" and benefit from a system or entity. The concept 

focuses on enabling access for people with disabilities, or special needs, or enabling access through the use 

of assistive technology; however, research and development in accessibility brings benefits to everyone.  

Accessibility is not to be confused with usability, which is the extent to which a product (such as a device, 

service, or environment) can be used by specified users to achieve specified goals with effectiveness, 

efficiency and satisfaction in a specified context of use.  

Accessibility is strongly related to universal design.  The process of creating products that are usable by 

people with the widest possible range of abilities, operating within the widest possible range of situations. 

This is about making things accessible to all people (whether they have a disability or not).  

Inclusion2 is the idea that everyone should be able to use the same facilities, take part in the same 
activities, and enjoy the same experiences, including people who have a disability or other disadvantage.  

Disability3: A disability is defined as a condition or function judged to be significantly impaired relative to 

the usual standard of an individual or group. The term is used to refer to individual functioning, including 

physical impairment, sensory impairment, cognitive impairment, intellectual impairment mental illness, and 

various types of chronic disease. 

Disability is conceptualised as being a multidimensional experience for the person involved. There may be 

effects on organs or body parts, and there may be effects on a person's participation in areas of life. 

Correspondingly, three dimensions of disability are recognized in ICF: body structure and function (and 

impairment thereof), activity (and activity restrictions) and participation (and participation restrictions). The 

classification also recognises the role of physical and social environmental factors in affecting disability 

outcomes.  

Disabilities can affect people in different ways, even when one person has the same type of disability as 

another person. Some disabilities may be hidden, known as invisible disability. There are many types of 

disabilities, such as those that affect a person's; Vision /Hearing /Thinking /Learning /Movement /Mental 

health/ Remembering /Communicating /Social relationships. 

 
A message from the Board and Chief Executive Officer 
                                                           
1 https://en.wikipedia.org/wiki/Accessibility  
2 https://dictionary.cambridge.org/dictionary/english/inclusion  
3 https://www.disabled-world.com/disability/types/  

https://dictionary.cambridge.org/dictionary/english/idea
https://dictionary.cambridge.org/dictionary/english/able
https://dictionary.cambridge.org/dictionary/english/facility
https://dictionary.cambridge.org/dictionary/english/part
https://dictionary.cambridge.org/dictionary/english/activity
https://dictionary.cambridge.org/dictionary/english/enjoy
https://dictionary.cambridge.org/dictionary/english/experience
https://dictionary.cambridge.org/dictionary/english/include
https://dictionary.cambridge.org/dictionary/english/people
https://dictionary.cambridge.org/dictionary/english/disability
https://dictionary.cambridge.org/dictionary/english/disadvantage
https://en.wikipedia.org/wiki/Accessibility
https://dictionary.cambridge.org/dictionary/english/inclusion
https://www.disabled-world.com/disability/types/
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Introduction  
 

Tallangatta Health Service’s Accessibility and Inclusion Plan (the plan) has been developed with reference 
to the Victorian Disability Act 2006 and the Commonwealth Disability Discrimination Act 1992. It outlines 
priority areas for us to focus on, in accordance with the requirements of the Acts and the Department of 
Health and Human Services policy in meeting the needs of patients, community and staff with disabilities.  
 
Tallangatta Health Service is located within the Towong Shire and is part of the Towong Alliance (Towong 
Shire, Corryong Health and Walwa Bush Nursing Centre).  We work in a collaborative environment and 
understand that our plan also needs to be integrated with the Towong Alliance plans.   It should not matter 
where you live in the community from a community perspective there is accessibility and inclusion as a 
consistent commitment and a consistent message. 
 
Tallangatta Health Service is very proud of the progress made in meeting the needs of patients, community 
and staff with disabilities. Our project committee has representation from people with a disability. We 
remain committed to implementing the specific actions included in the plan and will monitor progress and 
outcomes over the next 3 years.  This will ensure the organisation continually improves its services and 
facilities with a view to delivering a truly accessible healthcare service for all of the community.  
 
Priority Areas 

The priority areas for action included in the plan are:  

1. Governance  

Outcome:  Our culture supports an inclusive environment for all.  

2. Promoting community recognition, inclusion and acceptance  

Outcome: Demonstrated awareness and understanding by staff, volunteers and the community of the needs of 

people with disabilities.  

3. Communication  

Outcome: All communication regarding Tallangatta Health Service will be made available in a range of accessible 

formats and promoted via an inclusive communication strategy.  

4. Complaints, rights and responsibility, and confidentiality  

Outcome: All people will have appropriate access to complaint handling, rights and responsibilities, and 

confidentiality procedures within services and to independent complaint authorities.  

5. Accessibility of buildings and services  

Outcome: All people have improved physical access to buildings and facilities where health services and programs 

are provided.  

6. Workforce  

Outcome: By growing a diverse and inclusive workforce we will build organisational capacity for people with a 

disability. 
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Section One: The vision and role of Tallangatta Health Service  

 

About us 

Tallangatta Health Service is a publicly-funded, small rural health service located on one site in the 

township of Tallangatta. The service provides on-site care from its Tallangatta base and off-site care to the 

community throughout the region. 

Who we serve 

Tallangatta Health Service has been providing health services to the community of Towong Shire and 

surrounding area for over 100 years.  

How we serve  

 

Our Vision 

‘Empowering People for Health’ 

To enable the best health possible, focusing on the individual’s best interests, a person must feel 

empowered to make decisions. Empowering people is aimed at making each person in our community 

stronger and more confident, to give them authority in decision-making for health. 

Vision Enablers 

Our Values 

Achievement of our vision relies on a positive culture.  The values of Tallangatta Health Service will drive 

our culture and it is respected that the values will be “lived” by staff, volunteers and Board Directors.  All 

members of the service will hold true to the following values. 
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Strategic Direction 

Our Strategic Direction 2018-27 outlines how Tallangatta Health Service will achieve our vision. Our 

strategic direction and vision will be achieved through four purposeful strategic priorities underpinned by 

the five pillars for a strong foundation. 

Our Pillars 

1. Person Centred approach - the person will be at the centre of all we do and we will empower them in 

health decisions. 

2. Evidence based decision making- our decisions will inquire, looking for best practice to inform our 

decisions. 

3. Sustainability – our decisions ensure that success can be maintained 

4. Culture of excellence, innovation, learning and development- we will be the best we can by embracing 

new ways. 

5. Robust clinical; and corporate governance – our governance systems will provide assurance that we are 

providing the best care possible and our strategic vision is being achieved. 

Strategic Priorities 

 

Strategic Priority One  

Our Care is relevant, high quality responsive 

services  

Strategic Priority Three  

Our Partnering with communities cultivates 

connections   

Strategic Priority Two  

Our Infrastructure is planned for future 

needs  

 

Strategic Priority Four 

Our Workforce is adaptive, skilled, and 

compassionate 

 

Phased Approach  

Our strategic direction will be phased over the 10-year period. This is a living plan and as such must be 

adaptive to changing circumstances that may influence the direction of Tallangatta Health Service. Each 

year the Board will review the strategic priorities, phase timelines and adjustments may be made to the 

priorities.  

 

Phase One 2018 – 2021 

Strategic Priority One - Our Care is relevant, safe, high quality and responsive  
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Our community deserves the best quality care possible that will promote health and well-being. Our 

services must be able to meet the demands of our ageing population into the future. The care we provide 

must be relevant, high quality and responsive. 

 

Strategic objectives What will be the outcome? 

1.1 Identify future direction of the service A Service Plan, which Tallangatta Health Service is capable of 

delivering, to meet community needs. 

1.2 Review business and care models of 

the service 

Improved business and care models that support the Service Plan and 

build safe, high quality, responsive services. 

1.3 Review marketing and communication 

of current services 

A Marketing and Communication Plan that supports service delivery 

and ensures consumers understand the capability of Tallangatta 

Health Service. 

 

Strategic Priority Two - Our Infrastructure is planned for future needs  

To be able to provide person centred, high quality services, our infrastructure must support contemporary 

models of care and innovative business models. Tallangatta Health Service’s buildings are over 60 years old 

and whilst there has been some refurbishment the question of ‘fit for purpose’ into the future needs to be 

considered. The site has the availability of land to develop. 

Strategic objectives What will be the outcome? 

2.1 Identify and prioritise infrastructure in 

line with the Service Plan 

A detailed site infrastructure plan that ensures Tallangatta Health 

Service has the right physical resources to support the Service Plan 

2.2 Identify and seek funding sources to 

enable infrastructure upgrades 

The ability to plan for infrastructure upgrades as funding 

opportunities are realised 

 

Strategic Priority Three - Our Partnering with communities cultivates connections   

We must work in a partnership arrangement to enable a holistic service capability utilising skills, knowledge 

and expertise which we have, and can share, and which others have to share. We must seek and be 

connected to the communities around us to enable collective impact and the achievement of best health by 

enabling people with a variety of resources. 

Strategic objectives What will be the outcome? 

3.1 Value community engagement An enhanced Consumer Engagement Plan 

3.2 Engage meaningfully with the 

community 

A Community Engagement Advisory Group with a Community Charter 

3.3 Cultivate partnerships Partnership arrangements that add value for all partners 
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Strategic Priority Four - Our Workforce is adaptive, skilled, and compassionate 

Our workforce includes clinical and non-clinical staff, contractors, volunteers and our Board. We must 

invest in a workforce to meet our communities need in line with our service plan. We are a learning 

organisation with an adaptive and flexible workforce and board in an innovative environment, competent 

and to deliver our vision and compassionate in care. 

Strategic objectives What will be the outcome? 

4.1 Identify the workforce required to 

support the Service Plan 

A Workforce Plan that supports the Service Plan and promotes 

Tallangatta Health Service as an employer of choice 

4.2 Prioritise workforce needs A Workforce Plan that identifies high priority areas of workforce needs 

4.3 Enable a learning environment Safe, high quality care delivered by skilled staff members who 

embrace opportunity 

 
 

Our care 

Tallangatta Health Service provides hospital care (15 beds), residential aged care (51 beds), and 

community and primary care. The 15 funded hospital beds provide a range of levels of hospital care, 

including general–sub acute care, post-surgical and medical care, and palliative care. Residential aged care 

consists of high and low care on a permanent or respite basis. Primary and community care includes the 

Medical Centre, the My Community and Home Care Department which offers programs such as Home and 

Community Care (HACC), Commonwealth Home Support Program (CHSP), Veterans Home Care, National 

Disability Insurance Scheme (NDIS) and health education and promotion.   

 

Our people 

Tallangatta Health Service employs approximately 190 people who provide services on-site or within the 

community. Our health workforce is multidisciplinary with a dedicated team of nursing, allied health and 

medical professionals. Our corporate services workforce provides a range of services underpinning 

operational aspects of Tallangatta Health Service. 
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Section Two:  Plan Objective and Processes for Implementation  
 

Aim  
 

The purpose of this plan is to provide access and equity to the services and facilities provided by 
Tallangatta Health Service. 
 

Objectives  
 

The objectives of the plan are to:  
 

• Better meet the needs of people with a disability who access Tallangatta Health Service. 

• Meet legislative requirements under the Disability Discrimination Act 1992 (Cth) and the Disability 
Act 2006 (Vic) in all areas of our service delivery including its role as a responsible employer  

• Foster and create a healthcare service where people with a disability are afforded the same 
opportunities as the broader community. 

• Promote and increase awareness about the rights and needs of people with disabilities to our 
employees and the broader community. 

• Focus on practical, achievable and deliverable initiatives to enhance the physical and visual 
environment. 

• Enhance communication and reduce attitudinal barriers that may discourage people with a disability 
from using the organisation’s services.  

 

Policy and legislation  
 

The Disability Discrimination Act 1992 (Cth) requires respect for the basic human rights of people with 
disabilities and defines ‘disability’ in relation to a person as:  
 

• Total or partial loss of the person’s bodily or mental function. 
• Total or partial loss of a part of the body. 
• The presence in the body of organisms capable of causing disease or illness. 
• The malfunction, malformation or disfigurement of a part of the person’s body. 
• A disorder or malfunction that results in the person learning differently from a person without the 

disorder or malfunction.  
• A disorder, illness or disease that affects a person’s thought processes, perception of reality, 

emotions or judgment or that results in disturbed behaviour.  
 
And includes a disability that:  
 

• Presently exists. 
• Previously existed but no longer exists.  
• May exist in the future. 

 
The Disability Act 2006 (Vic) requires all public sector bodies to ensure a Disability Action Plan (Accessibility 
and Inclusion Plan as named by THS) is prepared for the purpose of:  
 

• Reducing barriers to people with a disability accessing goods, services and facilities.  
• Reducing barriers to people with a disability obtaining and maintaining employment. 
• Promoting inclusion and participation in the community of people with a disability. 
• Achieving tangible changes in attitudes and practices which discriminate against people with a 

disability. 
• Lodge their Accessibility and Inclusion Plan with the Human Rights and Equal Opportunity 

Commission. 
• Report on the implementation of their Accessibility and Inclusion Plan in its annual report.  
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Development and review of the plan  
 

The Tallangatta Health Service Accessibility and Inclusion Plan Project Team assumed responsibility for 
overseeing the development and implementation of the Action Plan and engaged with key consumer 
agencies and individuals to assist in the development of the Action Plan.  
 
The development of the Action Plan included the engagement of Tallangatta Health Service staff in:  
 

• Determining the extent that people with disabilities currently use our services or facilities.  
• Assessing staff knowledge and awareness of the specific needs of people with disabilities.  
• Identifying our obligations under the Victorian and Commonwealth Acts. 
• Identifying areas and opportunities for improvement.  

 
Governance  
 

An Accessibility and Inclusion Plan Project Team was formed to develop the plan. The Executive sponsor is 
the Chief Executive Officer of Tallangatta Health Service.  The project team members are made up of staff, 
people with disabilities and consumer representatives from our catchment area.  In addition, the Executive 
Officer from Regional Disability Advisory Service is on the project team. The project team reports to the 
Chief Executive Officer who reports to the board of Tallangatta Health Service.  
 
Performance indicators have been determined and will be reviewed in line with the documented 
timeframes. A review of the plan to identify successes and achievements and to update the plan will be 
conducted each year.  
 
Project Methodology 

➢ A project team of key stakeholders was selected, including key stakeholders from the community, 
agency and relevant visiting services. 

➢ Community consultation 
➢ Evidence gathered 
➢ Other relevant disability services and advocacy services consulted 

 

Project establishment activities    

The following project establishment activities were planned within the first 3- 4 weeks of the project:  

• Develop regular meeting times for the Project Team 

• Review the project plan and timelines  

• Review any supporting documentation 
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Priority Areas 

The priority areas for action included in the plan are:  

1. Governance  

Outcome:  Our culture supports an inclusive environment for all.  

2. Promoting community recognition, inclusion and acceptance  

Outcome: Demonstrated awareness and understanding by staff, volunteers and the community of the 

needs of people with disabilities.  

3. Communication  

Outcome: All communication regarding THS services will be made available in a range of accessible 

formats and promoted via an inclusive communication strategy.  

4. Complaints, rights and responsibility, and confidentiality  

Outcome: All people will have appropriate access to complaint handling, rights and responsibilities, and 

confidentiality procedures within services and to independent complaint authorities.  

5. Accessibility of buildings and services  

Outcome: All people have improved physical access to buildings and facilities where health services and 

programs are provided.  

6. Workforce  

Outcome: By growing a diverse and inclusive workforce we will build organisational capacity for people 

with a disability. 
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Section Three: Plan Priority Areas 

Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

1. Governance  

Outcome:  Our culture supports an inclusive environment for all. 

1.1 Governance 
arrangements for the 

Accessibility and 
Inclusion Plan (AIP) and 

alignment with Disability 

Discrimination Act 1992, 
Disability Act 2006 and 

policy requirements 

- Accessibility and Inclusion Plan (AIP) 
Steering Committee established 

 
 

 

 
-Annual review of effectiveness and 

progress of Action Plan at the THS CEAG 
annually 

 

CEO 
 

 
 

 

 
CEO 

April 2019  
 

 
 

 

 
June 2020 

Establishment of steering 
committee 

 
Appropriate members selected 

 

Terms of reference confirmed  
 

AIP meeting objectives 

Completed 
Established in April 2019 

1.2   Integration of the 
AIP into Tallangatta 

Health Service’s (THS) 
Strategic Direction 

- Align AIP into Tallangatta Health Services 
planning process and service development 

CEO July 2019  
ongoing 

Requirements, implications and 
performance indicators are 

reviewed as detailed in the 
Tallangatta Health Service’s 

strategic direction and operational 

plan 

Commenced July 2019  

1.3 Consultation with 

advocacy groups for 

people with disabilities 
and other relevant 

groups 

- Consultation with advocacy groups as 

required 

- Take advantage of opportunities to meet 
with disability support groups and seek 

feedback 

CEO 

EO RDAS 

2019  

ongoing 

- Feedback from advocates and 

carers is that services are 

accessible for people with 
disabilities 

- Key areas identified for service 
improvement services and these 

are actioned.  

Commenced in April 

2019 

 
Initial key areas 

identified and 
incorporated into plan. 

 

Ongoing consultation to 
occur 

1.4 Review of policy 
framework  

Review Tallangatta Health Service’s policies 
and guidelines to ensure they meet 

legislative and operational requirements for 

people with a disability and diverse needs. 

DDQS June 2020 Policies meet legislative and 
operational requirements 

 

Legislative compliance with 
certification 

Statement added to 
relevant policies and 

procedures as they 

reviewed. 
Currently in preparation 

for National Standards 
and Aged Care 

accreditation 
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Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

1.5 To be more inclusive 

of consumers from 

diverse backgrounds on 
THS committees 

That the THS Committees models diversity 

in their membership by inviting and 

facilitating relevant consumer membership  
 

CEO Dec 2019 Annual audit committee 

membership 

increasing membership of 
consumers 

Committee membership 

is audited as position 

are vacated and 
advertised internally as 

required. 

That sub board committees actively seek a 
diverse range of members as per their 

committee’s  
Terms of Reference (TOR)  

DDQS June 2020 
 

Annual audit committee 
membership 

Increasing membership of 
consumers 

CEAG members are 
invited to be members 

on committees 

 

 

2. Promoting community recognition, inclusion and acceptance  

Outcome: Demonstrated awareness and understanding by staff, volunteers and the community of the needs of people with disabilities.  

2.1 Staff and community 

awareness of disabilities 

and consideration of 
needs for patients, staff 

and consumers with a 
disability and/or diverse 

backgrounds 

-Broadcasting the AIP across all medias 

-Implement training awareness program on 

an annual basis through the CEAG Work 
Plan 

CEO June 2020 Number of staff undertaking 

training 

 
Media communications across all 

accessible mediums 

Communication training 

occurred with all Front 

office and reception staff 
Audit to be conducted 

by external facilitator 
once COVID-19 

restrictions are lifted 
MCHC Staff are 

completing the NDIS 

mandatory online 
module 

2.2 Person Centred Care 

Plans are co-authored 
with consumers 

Staff always consult with consumers during 

the care planning process and ongoing. 

DCAS June 2020 Evidence of consumer consultation 

in the care planning process for 
every person 

Evidence with signatures 

on care plans and as 
documented in MANAD 

 Scope of equipment available to staff and 
consumers with disabilities (availability, 

suitability, safety) meets consumer’s needs 

with scope of equipment identified and 
documented 

 
 

 

 
.  

 

DCAS 
 

 

 
 

 
 

 

 

June 2020 
 

 

 
 

 
 

 

 

Scope of equipment available to 
staff and consumers with 

disabilities (availability, suitability, 

safety) meets consumer’s needs. 
Extensive list of equipment 

available to staff and consumers 
with disabilities 

 

 

On admission all 
residents and patients 

are assessed by the OT 

and or Physio.  
Equipment is purchased 

based on the 
resident/patient needs. 

Reviews conducted 3 

monthly or earlier if 
required. 
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Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

 Implement an Equipment audit process for 

all assets Tallangatta Health Service’s 

services and undertake the audit across all 
sites every two years 

DDQS June 2021 Audit completed and 

recommendations from audits 

considered and actioned as 
appropriate 

 

Annually conducted in 

Jun/July. 

3. Communication 

Outcome: All communication regarding services will be made available in a range of accessible formats and promoted via an inclusive 
communication strategy.  

 

3.1 Communication 
Strategy developed to 

provide a framework for 
all in effective 

communication 

Communication strategy is co-designed with 
consumers and covers key areas as outlined 

below. 
 

 

CEO June 2020 Strategy completed. 
 

 

Staff and consumer access to the strategy DDQS June 2020 Available to staff and consumers Completed. On 
intranet/Prompt/ 

website 

Policy on consumer communication DDQS December 
19 

Policy co-designed with consumers 
Policy regarding publications, 

information and communication 
access for people with disabilities 

meets requirements. 

Ongoing.  All THS 
publications have 

consumer input into 
document review.   

Health Literacy of written communications:  
-Ensure that written communications are 

both created with a health literacy focus for 

both consumers and staff 

DDQS June 2021 All revised publications are 
reviewed by consumer 

representatives and noted on the 

document. Where possible peak 
body documents will be utilised 

that offer multiple formats 

Ongoing 

Availability of patient information in 
alternative formats and media  
-Alternative formats to be provided specific 
to the requirements identified 

-Publicise availability of publications and 
information via THS communication 

processes 

DDQS June 2021 Number of patient information 

provided in alternative formats 

that are acceptable to people with 
disabilities especially in video 

format. 
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Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

 Wayfinding project   
To be informed by organisational 

accessibility audit and possible solutions be 
identified to action for THS. 

DDQS June 2021 Survey consumers in order to 

gauge the effectiveness of the 

new wayfinding signage 

Wayfinding Audit 

completed 

 Access to augmentative communication 
aids for patients with a communication 
disability (pre-existing or acquired: 

-Provide communication aids to patients 
during their admission 

-Train staff on how to communicate with 
patients 

and use aids 

-Conduct audit of communication aids 
available, use and gaps in equipment 

 

DDQS June 2021  

 
 

Patients with a communication 
disability are provided with an aid 

 
Number of education sessions with 

staff 

 
Audit completed 

Provided by Lesley 

Graves as part of the 
Scope Communication 

audit that is currently on 
hold due to the COVID 

19 Pandemic 

Ability to access services and information by 
people who are hearing impaired  

-Provide appropriate signage indicating the 
location of equipment (TTY telephones and 

other devices) 
-Ensure appropriate access to Auslan 

interpreters 

-Gain consistency in recording deaf and 
hard of hearing status on PAS. 

-Schedule training for staff on how to 
communicate with people who are deaf and 

use sign language 

Increase the number of amplifiers available 
for patients upon referral to the Deaf and 

Hard of Hearing program 

DDQS 
 

 
DCAS 

 
 

EC 

 
 

DCAS 

June 2021 Hearing impaired staff and 
consumers provided with 

appropriate assistive technology 
and AUSLAN interpreters as 

required for information access to 
services 

Provided by Lesley 
Graves as part of the 

Scope Communication 
audit that is currently on 

hold due to the COVID 
19 Pandemic 

4. Complaints, rights and responsibility, and confidentiality  

Outcome: All people will have appropriate access to complaint handling, rights and responsibilities, and confidentiality procedures within 
services and to independent complaint authorities. 

4.1 Evidence that staff 

with disabilities have 
appropriate access to 

complaint handling 
procedures 

Review Human Resources suite of policies 

ensuring it is appropriate for staff with 
disabilities and complies with the Disability 

Act 2006. 

PWA June 2020 Human Resource policies audited 

and no gaps identified 
 

Completed 
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Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

4.2 Evidence that staff, 

patients and visitors with 

disabilities have 
appropriate access to 

hazard reporting 
processes 

Review Occupational Health and Safety 

(OHS) Hazard Report ensuring staff, 

patients and visitors are represented on the 
Hazard Reporting system 

DDQS June 2020 The OHS Hazard Report has 

capacity to specify who has been 

impacted by the hazard. Outcomes 
of the hazard mitigation process 

are identified and evidenced by 
corrective measures 

Tallangatta Health Service’s has 

public liability insurance protecting 
visitors to Tallangatta Health 

Service’s 
The OHS Hazard Report has 

governance at the OHS Steering 
Committee 

Completed 

4.3 Privacy and 

Confidentiality 

Ensure that we provide a safe and secure 

environment in order for people to trust that 
their privacy and confidentiality is 

maintained at all times.  

CEO December 

2019 

Monitor feedback as part of 

feedback system/ Incident 
Management. 

Audit policy compliance 

 Completed. 

5. Accessibility of buildings and services  

Outcome: All people have improved physical access to buildings and facilities where health services and programs are provided. 

5.1 Ensure all new 
buildings, building 

upgrades and refits, car 
parks and outdoor areas 

used for service 

provision comply with 
guidelines, legislation 

and Australian Standards 
including the Building 

Code of Australia 

-Identify all relevant legislation and 
standards relating to access 

-Source an appropriate audit tool/contractor 
-Plan and complete audit 

process against relevant standards 

-Assess wheelchair access to 
desks/reception counters from disabled car 

parks 
-Explore if letters for inpatient and same day 

patients have information on car parking 

and drop off points 
-Assess access to disability car parking and 

make 
recommendations as required 

DCS 2019-
2022 

All refurbishment and new 
buildings provide suitable physical 

access, where appropriate and, as 
far as possible to people with 

disabilities 

Access barriers identified and 
evaluated during the planning and 

refurbishment for new minor and 
major works 

Number of new buildings and 

building upgrades compliant with 
relevant legislation and standards 

All desks/reception counters are 
wheelchair accessible 

Review completed and action plan 

developed 
Support services required by 

people with disabilities identified 
prior to or during admission 

Ongoing.  Currently all 
new buildings and 

refurbishments on hold 
due to COVID 19 
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Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

Assessment completed and action 

plan developed 

6. Workforce  

Outcome: By growing a diverse and inclusive workforce we will build organisational capacity for people with a disability. 

6.1 Compliance with 
state public sector 

employment policy, 

programs and practices 
in regard to people with 

disabilities 

Identify the requirements of employment 
policy, programs and practices in regard to 

people with disabilities to inform the review 

of Tallangatta Health Service’s employment 
policies and procedures 

 
Education on THS Code of Conduct for all 

staff 

CEO 2020--
2021 

All new staff are made aware of 
the THS Code of Conduct. 

The requirements of the DHHS 

employment policy, programs and 
practices relating to people with 

disabilities are met. 
Random audit of orientation 

feedback forms to ensure code of 
conduct is covered at orientation. 

Currently onboarding 
program is under 

review. 

Code of conduct is 
included in employee 

handbook and staff are 
required to sign form on 

commencement 

Demographics and Reporting 

6.1.1 Develop and build 

on Tallangatta Health 
Service’s current 

attraction, recruitment, 
retention activities the 

support workforce 

diversity and inclusion  
 

Collect, monitor and report on staff and 

volunteer data regarding diversity (e.g. Age, 
gender, race, cultural heritage, ethnicity, 

disability, A&TSI Australians, CALD 
background, etc.)  

 

Conduct a review of the current system 
capacity and capability to collect, monitor 

and report information of this nature.  

PWA 2019-

2022 

Completion of Workforce Plan Completed each year as 

part of VPSC reporting 

Analyse ABS data to understand how 

diverse the Towong Shire is – compare this 

to Tallangatta Health Service’s data and 
identify gaps and areas for improvement.  

Determine if Tallangatta Health Service’s 
workforce is representative of the 

community it serves. 

PWA 2019-

2022 

Completion of Workforce Plan Will be considered in 

plan 

Survey staff attitudes to diversity and 
inclusion.  

Seek to understand the unique challenges 
faced by minority and groups of 

disadvantage in gaining work and remaining 

in the workforce.  

PWA 2019-
2022 

Completion of Workforce Plan 
Survey of staff attitudes and areas 

for attention addressed. Link with 
People Matters survey. 

Ongoing -Part of PMS 
survey 

Complete the Workplace Cultural Diversity 

tool (link below)** to determine 

PWA 2019-

2022 

Completion of Workforce Plan   

 

Completed by managers 
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Priority Areas Actions Lead*  Timeline 
Performance indicators 

(evaluation) 
Progress update 

organisational level of understanding of 

cultural diversity and identify training needs  

90% of all department managers 

have completed the tool by June 

2020. 

Circulated May and June 

2020. 

Where possible collaborate with other 

organisations to promote the benefits of 

workforce diversity and inclusion – utilise 
special events/days to help spread the 

message.  

CEO 2019-

2022 

Completion of Workforce Plan Employment of 

Aboriginal Liaison 

Officer.  Role is to 
promote special events 

and days and to 
education staff and 

broader community 

Education, Training and Resources 

6.1.2   Develop and 

promote a learning 

culture that supports 
and addresses 

systematic barriers to 
diversity and inclusion in 

the workplace  
 

Promote a culture of continual learning 

where all workers, are encouraged to 

participate in training, learning and 
development opportunities  

Ensure all staff are given equal access to 
training, promotion and appointment 

opportunities  

CEO 2019-

2022 

75% of all staff have accessed learning and 

development opportunities yearly.   

Currently 

reviewing this 

system 

Educate and support managers to know and 
understand how to manage a workforce that 

is diverse and inclusive.  

PWA 2019-
2022 

90% of all managers have completed the 
workplace cultural diversity online tool 

Completed by 
managers 

May June 
2020. 90% 

achieved 

Arrange unconscious bias training for 
identified leadership positions.  

EC 2019-
2022 

90% of managers have attended 
unconscious bias training 

On hold due to 
COVID-19 

In liaison with Business Managers, work 

with staff who require assistance to function 
effectively in the workplace e.g. Support 

with technology  

CEO 2019-

2022 

Completion of Workforce Plan Needs are 

addressed as 
required.  

Ongoing 

 Use visual images and promotional material 
in the workplace that build a vision of a 

diverse workforce.  
 

PWA 2019-
2022 

Audit the workplace images and 
promotional material to ensure inclusivity. 

Promotion of 
significant or 

special events 
and or days 

occurs around 
the 

organisation of 

the course of 
the year 
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Use Tallangatta Health Service’s staff 

newsletter and other appropriate 

communication channels. For example, to:  
 launch the API  

 identify and promote the Federation of 
Ethnic Communities Councils of 

Australia Harmony and Productivity 

website and resources  
 promote transition to retirement provisions  

 promote relevant entitlements, benefits, 
policies, procedures and guidelines (e.g. 

Cultural and Ceremonial Leave Policy, 
Flexible Working Policy, Reasonable 

Workplace Adjustment for Disability 

Protocol, Equal Opportunity Policy, e.g.)  

CEO 2019-

2022 

A minimum of 3 articles included in the staff 

newsletter / memos.   

Ongoing 

  Refer to 

newsletters 
/memos 

Attraction, Recruitment and Retention 

6.1.3 Develop and 

implement workforce 
strategies to improve 

the attraction, 
recruitment and 

retention of a diverse 

workforce  

Ensure Tallangatta Health Service’s policies, 

procedures and guidelines support the 
employment and attraction recruitment and 

retention of people from diverse 
backgrounds  

 

PWA 2019-

2022 

Policy framework has been reviewed and 

supports workforce plan. 

 

 Utilise the special measures in the Equal 

Employment Opportunity Act 2010 to 

advertise and reserve positions for 
Aboriginal and Torres Strait Islander people. 

 

PWA 2019-

2022 

Addressed in Workforce Plan Employment of 

Aboriginal 

Liaison Officer.  
Role is to 

promote 
special events 

and days and 
to education 

staff and 

broader 
community 

 Provide assistance with professional and 

personal transitions, presenting retirement 
as a ‘stepping down’ process, rather than a 

‘stepping out’  

PWA 2019-

2022 

Addressed in Workforce Plan Flexible leave 

options are 
available 
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 Flexible work 

arrangements 

are negotiated 
Visits by 

Superannuation 
funds and 

salary package 

providers 
annually 

Relevant 
awards have 

clauses to 
inform 

transition to 

retirement for 
staff 

 Provide informal opportunities for staff to 

meet and interact with different cultural 
groups and learn about their culture by 

participating in special events, festivities 
happening in the workplace or in the 

community  

PWA 2019-

2022 

Opportunities realised. Promotion of 

significant or 
special events 

and or days 
occurs around 

the 
organisation of 

the course of 

the year 

Workplace Design 

6.1.4 Encourage 

workplace design 
initiatives that remove 

barriers to, and 
encourage the 

participation of 

employee from diverse 
backgrounds 

 

Identify buildings and facilities that may 

disadvantage staff with a disability  
 

DCS 2019-

2020 

Workplace accessibility audit is conducted Audit being 

undertaken 
with 

community 
member on 

existing 

workplace 
environment 

design. 

Provide opportunities for staff to raise 
inclusion needs (e.g. access to prayer 

DCS 2019-
2020 

Opportunities realised Staff meetings 
Feedback 

forms 
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rooms, uniform modifications, catering 

requirements) during induction.  

Orientation feedback form includes 

opportunity for staff to identify inclusion 

needs. 

* Lead key 

CEO Chief Executive Officer             DDQS Deputy Director Quality Systems 

PWA People and Workforce Advisor     EC Education Co-ordinator 

DCAS  Director Clinical and Aged Services   DCS Director Corporate Services 

**http://culturaldiversity.humanrights.gov.au/home.html   


