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Service Sustainability 

Rural and regional service sustainability relies on care being delivered in the most cost-

effective place by the right provider; which also includes how specialised services can 

provide effective, acceptable outreach services. There needs to be a range of flexible 
options for care and a process for managing the patient journey to ensure care continuity. 

Underpinning this is a reliance on skills maintenance and capability of the health 
workforce. 

Recruitment and Retention 

Difficulties associated with recruitment and retention of a competent health workforce, 
maintaining workforce skills and access to training opportunities are common within rural 

and remote communities. Health Professionals Workforce Plan 2012-2022 recognises this 
issue and outlines strategies.  

Considering social determinants of health Equitable access to services 

Where rural and remote communities are too small to provide local health services (often 
for safety and quality reasons, but also economic reasons), residents must access care 

from larger urban centres and access to these services can be problematic. This may 

result in health needs not being met, lack of continuity of care and an absence of 
monitoring of the effectiveness of services in terms of health outcomes. Integrated care 

and patient-centred approaches, with established partnerships is vital.  

Poorer health outcomes 

On average, Australians living in rural and remote areas have shorter lives, higher levels of 

disease and injury and poorer access to and use of health services, compared with people 
living in metropolitan areas. This may be due to multiple factors including lifestyle differences 

and a level of disadvantage related to education and employment opportunities (social 
determinants of health), and access to health services (discussed above). 
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Social determinants of health 

Place based planning is one mechanism in attempting to address the social determinants 
of health, that is to provide services that will provide the most benefit to the community as a 

whole. Access to and coordination with specific social services are particularly relevant for 

specific cohorts such as Mental Health, Child and Youth Health and aged care where it is 
known that health outcomes can be improved. Connections to social elements such as 

education, housing and welfare information and support can reap both individual and 
community benefits. 

Chronic illness pressures 

The growing number of patients with complex comorbidities within certain population 
groups will place increasing demand on the health system. Greater access to flexible, 

person-centred treatment models specifically designed to meet their needs will be critical. 

Much of the focus on these models will need to be on ways to avoid hospital admission and 
to provide care in alternative more cost-effective settings. 

Greater integration of care 

Integrated care involves the provision of seamless, effective and efficient care that reflects 

the whole of a person’s health needs throughout their care journey and considers not only 

the individual but works in partnership with family members and carers. Successful 
integration requires genuine partnerships with consumers and between service providers 

to build capacity and capability and to transition to a new way of working together. 

There is a growing trend for some aspects of hospital bed-based care being replaced by 

ambulatory or community-based care and this has clear health benefits to patients. This 

trend will continue as health technology advances, inpatient models of care change and the 
health system responds to the demand for best and least disruptive care closer to home. 

The health system will also need to increase the pace of adoption of new digital 
technology to meet both consumers and providers expectations.  Over the next decade, 

health service provision will change significantly as a result of the wider availability and 

greater affordability of digital technologies, including connected and cognitive devices, 
robotics and 3D printing and big data and analytics. 

Digital technology enabling change 

Changing treatment settings 
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Service  Impact of 
proposed changes 

Brief description of impact  

Linen services manage the supply of linen to NSW 
public hospitals, providing sheets, blankets, towels 
and surgical gowns 

Medium Moving to greenfield site: New Clean and Dirty Linen Floor Space. 
Impact of opening 16 - 20 bed ward (1B) equated to 18% increase in linen usage 
therefore annual recurrent budget and FTE must be considered. 
Remaining On site: Limited space, Roll on roll of model to be considered from HS. 

Food services provide quality meals including 
breakfast, lunch, dinner and mid meals to patients in 
NSW public hospitals  

High Moving to greenfield site: New kitchen will be required. 
Remaining on site: Refurbished kitchen is required. 

Cleaning services perform cleaning for both patient 
and non-patient areas in accordance with infection 
control procedures 

High Moving to greenfield site. New cleaners room every ward, bulk storage for cleaning 
stock, Capital investment cleaning equipment, walk behind floor cleaners, scrubbers, 
floor polishers     
Financial Impact Statement - major impacts to back of house services. Access to 
annual recurrent budget and FTE for Cleaning staff workforce for new areas. 
Remaining on site: Full Staffing review against CEC SOP footprint for new and existing. 

Internal waste management services including 
collection from point of source and transfer to waste 
zone may be provided by LHD staff, HealthShare NSW 
or a private provider. Removal from site is usually 
outsourced to an approved supplier 

High Moving to greenfield site: Internal and external spaces for waste for wards and 
departments. 
Remaining on Site: Need designated space for General, recycling Waste to fit waste 
compactor, truck movement and turning space. 
No Perimeter Fencing, looting and dumping occurs on site. 
No capacity to increase area to meet current MoH Policy for Clinical and Related 
Waste. Management for Health Services PD2020_049. 

Clinical Waste High Moving to greenfield site: Internal and external spaces for waste for wards and 
departments. 
Remaining on Site: Need larger storage space. 
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Service  Impact of 
proposed changes 

Brief description of impact  

Loading docks are the areas of buildings designated 
for the loading and unloading of shipments brought to 
or taken from the facility by distribution and delivery 
vehicles 

Medium Moving to greenfield site: Require site large enough to future proof transport 
movement (Large Truck) that’s not located in the facility evacuation area. 
Remaining on site: Require to install security swipe boom gate at entry point for 
Delivery Transport, security fencing and increase in CCTV. 

Security services have a key role in ensuring the 
safety and security of patients, staff, and assets of a 
healthcare facility 

High Moving to greenfield site: New Department for Security as per AusHFG, including 
Emergency lock down on all external doors. 
Remaining on site: Require a designated hub for security, installation of external 
alarms on doors in the 1994 Building, install emergency shutdown on external doors 
at ED, Main Reception, Fast Track, install CCTV viewing room, Office spaces, Reception 
area for ID Access, introduce governance of the facility keys. 

Porterage services will provide internal patient 
transport and a variety of services including clinical 
equipment and medical gases transfer throughout a 
hospital 

Low Moving to greenfield site: New Service implementation.  
Remaining on Site: HSAs currently undertake this role. 

Procurement and Supply Chain manages high value 
state-wide contracts, state-wide purchasing, central 
inventory, NSW Health catalogues, clinical product 
management, fleet management, supply and 
management of NSW Health uniforms, supply of 
medical consumables among others 

High Moving to greenfield site: Designated area required with improved trucking 
transportation movement workflow. 
Remaining on Site: HSS occupy original soft space in EP building designated as Clinical 
Space. 

The Patient Transport Service provides non-
emergency transport service to patients, to or from a 
health facility such as a hospital or rehabilitation unit 

Medium Demand for services will continue to increase in the short term, however increased 
networking and virtual connections with other HMCN facilities should result increase 
less than they otherwise would have.  

Mortuary is a facility with one or more rooms or a 
building, which is used for the storage of bodies, 
including a refrigerated body storage facility and may 

High Moving to greenfield site: New Body Holding facility. 
Remaining on Site: Engage Stage 3 of planning for BHF increase current space by eight 
trolley spaces, inclusive of external venting, ID access control, CCTV. 
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Service  Impact of 
proposed changes 

Brief description of impact  

include, body viewing area, body preparation room 
and an autopsy suite 

The help desk provides information assistance to 
patients and visitors in the planning and preparation 
of their stay or visit to the hospital 

High Moving to greenfield site: New dedicate space required with new technology with 
way finding available. 
Requires dedicated space: Limited space availability. 

Grounds and Gardens (including pest control) are 
services associated with maintenance, repair, 
modification of hospital buildings, plant, equipment, 
grounds and gardens  

High Moving to greenfield site: Consideration for full perimeter fencing with duress to 
boundary.  
Remaining on Site:  Require to install full perimeter fencing with Duress to boundary.   

Internal Courier  
 

High Moving to greenfield site: Purchase of new vehicle fleet, dedicated parking spaces. 

Loan Equipment/Medical Equipment loan pool 
service provides assistive technology and related 
services on loan to people in NSW with specific, short 
term or ongoing health needs to assist them to live 
safely at home 

High Moving to greenfield site: Suitable storage spaces. 

Main Reception and Administration Services, 
Admissions 

High Moving to greenfield site: Consideration of all listed below to be included. 
Remaining on site: Capital expenditure required as per Protecting People and 
Property - No Automatic facility lock down available, No duress to boundary of facility. 
CCTV Screen for Viewing Only for external to main entry. Limited CCTV throughout 
facility and car park. No external Door alarms in the 1994 Building, Wifi issues. 
No Safety Screens available at Main Reception. Acoustic Risks. No disabled 
consideration or signage / Hearing impaired/ Deaf.  No Electronic Information Centre 
and Way finding including maps. For consideration, electronic signage board for Main 
reception areas to identify entry requirements (cost saving A4 A3 printing and 
laminating the FTE to change over signage). 
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Service  Impact of 
proposed changes 

Brief description of impact  

Volunteers Medium Moving to greenfield site: Consideration of all listed below to be included. 
Remaining on site: No Designated Area currently located in a clinical area on level 3 
No ability to fund raise similar to CHHC shop  

PCBU - New Project Car parking / Charging Cashier  High .. 

Patient Television High Moving to greenfield site: Consideration of all listed below to be included. 
Remaining on site: Full upgrade required analogue to digital similar to Macksville  

Call Centre - Touchpoint 
A call centre is a workplace that receives and 
transmits a large volume of customer requests by 
telephone. The main focus of call centre is generally 
to provide product support and information to 
customers by telephone and occasionally by mail, fax 
or email. 

High Moving to greenfield site: Consideration of all listed below to be included. 
Remaining on site: No patient phone at bed side  
Hands free manually delivered to patient when family members call. 
In absence on ward clerk on Weekends, RNs undertaking tasks. 
Upgrade of cabling required analogue to digital. 

Postal Services  
Processing Australia Post items within the workplace a 
large volume of manual tasks. The main focus of the 
mail room is generally to provide distribution and 
processing of postal related items for the business and 
provide information to staff. 

Medium Moving to greenfield site: Consideration of all listed below to be included. 
Remaining on site: Increase due to pandemic with pts document signatures post 
infection requiring follow up with discharged pts  
No designated Mail Room impacting confined work area limitations to movement  

Reception End Of Month  
A month-end close is an accounting procedure 
that ensures all financial transactions have been 
accounted for in the previous month. To ensure that 
they are giving accurate data, accountants will have to 
review, record, and reconcile all account information. 

Medium Moving to greenfield site: Consideration of all listed below to be included. 
Remaining on site: Current storage of documentation for audit purposes. 
Streamline processes and eliminate complex processes. 
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Short statement to describe service Strategic Support Service Service Provider Service Provider 
Engagement 

Linen Services manage the supply of linen to NSW public hospitals, providing sheets, 
blankets, towels and surgical gowns 

Linen Services HealthShare NSW Consulted 

Food Services provide quality meals including breakfast, lunch, dinner and mid meals to 
patients in NSW public hospitals  

Food Services HealthShare NSW Consulted 

WHSmith provide meals breakfast, lunch, dinner and mid meals to all in NSW public 
hospitals 

Cafeteria Private Supplier Not Consulted 

Cleaning Services perform cleaning for both patient and non-patient areas in accordance 
with infection control procedures 

Cleaning Services LHD / SHN Consulted 

Internal waste management services including collection from point of source and transfer 
to waste zone may be provided by LHD staff, HealthShare NSW or a private provider. 
Removal from site is usually outsourced to an approved supplier 

Waste Services Private Supplier Consulted 

Loading docks are the areas of buildings designated for the loading and unloading of 
shipments brought to or taken from the facility by distribution and delivery vehicles 

Dock Services HealthShare Consulted 

Security services have a key role in ensuring the safety and security of patients, staff, and 
assets of a healthcare facility 

Security Services LHD / SHN Consulted 

Porterage services will provide internal patient transport and a variety of services including 
clinical equipment and medical gases transfer throughout a hospital 

Porterage Services Other Consulted 
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Short statement to describe service Strategic Support Service Service Provider Service Provider 
Engagement 

Procurement and Supply Chain (including medical consumables) manages high value state-
wide contracts, state-wide purchasing, central inventory, NSW Health catalogues, clinical 
product management, fleet management, supply and management of NSW Health uniforms, 
supply of medical consumables among others 

Procurement and Supply 
Chain (including medical 
consumables) 

HealthShare NSW Consulted 

The Patient Transport Service provides non-emergency transport service to patients, to or 
from a health facility such as a hospital or rehabilitation unit 

Patient Transport Services LHD / SHN Consulted 

Mortuary is a facility with one or more rooms or a building, which is used for the storage of 
bodies, including a refrigerated body storage facility and may include, body viewing area, 
body preparation room and an autopsy suite 

Mortuary LHD / SHN Consulted 

The help desk provides information assistance to patients and visitors in the planning and 
preparation of their stay or visit to the hospital 

Patient and Visitor Help 
Desk 

LHD / SHN Consulted 

Grounds and Gardens (including pest control) are services associated with maintenance, 
repair, modification of hospital buildings, plant, equipment, grounds and gardens  

Grounds and Gardens 
(including pest control) 

Private Supplier Not Consulted 

Loan Equipment/Medical Equipment loan pool service provides assistive technology and 
related services on loan to people in NSW with specific, short term or ongoing health needs 
to assist them to live safely at home 

Loan Equipment/Medical 
Equipment Loan Pool 

LHD / SHN Consulted 
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Strategic Support Service Current Service Overview Current Service Gaps Current Service 
Opportunities 

Projected Change to Service 
Requirements 

Linen Services: Clean linen 
store, soiled linen store, 
Linen access (access to 
cleaning loading dock and 
soiled loading dock), 
staging area/s, ward level 
storage areas 

Ward Trolley Service Model.  
PMBH distribution of clean linen 
and collection of soiled linen 
transported to centralised dirty 
linen room, has access to 
loading dock however this is 
limited and has open roller 
doors impacting on the clean 
linen area.  
 
Monday to Friday inclusive of 
delivery of Clean and Soiled by 
HealthShare NSW. 

No roll on roll off service and linen trolleys 
too high WH&S issue. 
 
Soiled Linen Space 
No weekend servicing this impacts 
Mondays being over loaded requiring dirty 
linen to sit an extra day for removal. 
0900am Friday soiled linen will sit with no 
service delivery for removal and some 
remains until the Tuesday due to no room 
on the transport truck. Infection Control 
Issue with smell. Linen overflow can also sit 
in Main Corridor at back of house due to 
insufficient space near CSSD entry. 
Limited trolleys and dirty linen placed on 
floor. 
Hospital utilisation of linen has increased, 
and more is required to cover the seven (7) 
day a week utilisation. With no increase to 
FTE for distribution of new services 
opening. 

Additional delivery 
of clean and 
collection of soiled 
linen on Weekends. 

In line with the 
recommendations of this 
Services Plan, it is projected 
that as a result of an increase 
in beds by (number) and 
increased separations by 
(number) that additional linen 
will be required, particularly in 
wards, buildings etc. As a 
result, additional assets (for 
example FTE, Tugs, linen 
trolleys etc.) will be required 
for management, transport, 
storage etc. of the linen. 
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Strategic Support Service Current Service Overview Current Service Gaps Current Service 
Opportunities 

Projected Change to Service 
Requirements 

Food Services (Kitchen):  One central Kitchen. Kitchen has 
access to clean loading area.  
There are dishwashing, 
reheating facilities, storage 
areas and separate food 
preparation areas.  

The Site has moved to a new Food Service 
Model My Food Choice.  
Current mould problems in office areas. 
If facility grows to an extra 50-100 the 
kitchen will require extra space. 

  The existing kitchen can be 
refurbished to meet future 
demand. The kitchen 
design/layout needs to be 
flexible enough to 
accommodate different food 
service models. 

Loan Equipment/Medical 
Equipment Loan Pool:  
Equipment storage room 
with charging bays 

Equipment storage rooms 
within wards, storage room/s 
for community and allied health 
equipment. 

TBD TBD New building / refurb should 
include equipment storage 
rooms and consider a central 
shared storage room. 

Shared Areas (Staff 
Amenities): Lockers, 
shower area, WC etc.  

Limited spaces  Due to COVID-19 distancing impact, 
outgrown staff dining area, only limited 
numbers where staff and sit for their 
breaks. 
 
Limited locker, WC and change rooms for 
staff. 

45 toilets across 
PMBH  
14 requiring 
refurbishment in 
1994 building to be 
fit for purpose. 

Capital required to design and 
develop a large outdoor dining 
areas with cover. 
 
Capital outlay across the 1994 
outdated and old, all staff and 
public WC and change rooms 
require upgrading. 
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Strategic Support Service Current Service Overview Current Service Gaps Current Service 
Opportunities 

Projected Change to Service 
Requirements 

Cleaning Services: 
Workspace for supervisory 
staff, consumable store 
(bulk cleaning materials 
and supplies), equipment 
stores (with parking and 
charging bays), secure 
chemical store/cupboard, 
cleaner's rooms, disposal 
rooms 

7 day a week service. 
Separation of Service delivery.  
ED cleaning is 24 hours day. 

 

.. .. Increase cleaning requirement 
if a new building with 
predominately clinical spaces. 
Approaches are likely to 
change such as the 
introduction of eWater, 
introduction of updated and 
tested sanitising techniques. 
Any new build will include 
cleaners’ rooms. 

Waste Services: Bin 
washer/bin washing area, 
clean bin holding area, 
compactor/bailer, external 
covered waste compound 
for general and cardboard 
waste collection, clinical 
waste holding area, 
recycling waste holding 
area/compactor 

Private Supplier. Need designated space for General, 
recycling Waste to fit waste compactor, 
truck movement and turning space. 
No Perimeter Fencing, looting and 
dumping occurs on site. 

Investigate addition 
waste streams.  

Increase in amount of waste 
and waste collection points.  
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Dock Services: 
Receivals/dispatch, bulk 
store, equipment bay, 
medical gas store, 
flammable material store, 
computer/electronic 
recording system for 
inventory management, 
dock levellers, sufficient 
turning circle capacity for 
large trucks and 
semitrailers 

TBD TBD TBD TBD 

Security Services: 
Reception space, security 
room, CCTV monitoring 
room, store-general, Wi-Fi 
coverage 

Service Model is Health and 
Security. 
Duress team each shift consists 
of four HSAs  

Temporarily located in a soft space of the 
1994 building not to AHFG. 

Require the 
implementation of 
Security Services 
inclusive of training, 
reception, office, 
break away space, 
security room, CCTV 
monitoring room, 
store-general, Wi-Fi 
coverage. 

 
 

Porterage Services: 
Equipment stores, charging 
bays 

Health and Security Assistance 
assist  

Not available at PMBH     Increased demand. 

MOH.0010.0601.0119



Strategic Support Service Current Service Overview Current Service Gaps Current Service 
Opportunities 

Projected Change to Service 
Requirements 

Procurement and Supply 
Chain  
Ward medical consumables 
storerooms 

TBD Limited space for patient equipment 
storage such as beds, wheelchairs, I.V pole, 
bed heads and patient mattresses for both 
pressure and normal mattresses. 

TBD Any new build or 
refurbishment to include 
storerooms. 

Patient Transport Services: 
Fleet office, electronic key 
cabinet, mail room (sorting 
bench, pigeonholes, bench 
space for parcels, write-up 
area, empty trolley 
storage), e-parcel tracking 

Fleet Service run by Main 
Reception Supervisor  
Volunteer Buggy. 

Inability to meet current expectation for 
Fleet Operating Procedure's i.e. daily 
individual fleet checks, first aid checks and 
auditing, follow up current licences, timely 
tyre rotation, and servicing, Claims, 
tracking damages. Fleet position is not 
separated as per other facilities  

Separate this 
services as an AO3 
position, leaving EFY 
and monthly 
Finances with AO5. 
Recommend build or 
install a 
demountable in the 
location of fleet to 
ensure Fleet 
Operating 
Procedures can be 
met. 

.. 

Mortuary: Body holding 
areas (separate areas for 
stillborn and neonate), 
provision for storage of 
decomposing bodies and 
deceased bariatric 
patients, viewing room, 
culturally sensitive waiting 
room, direct access to 
external car park 

Maximum Capacity nine Rack 
Space with two trolley spaces  

No Separate area for (stillborn and 
neonate), limited provision for storage of 
decomposing bodies and deceased 
bariatric patients, no direct access to 
external car park. 

Current Project 
Briefed and listed for 
work to be 
conducted to 
increase the Body 
Holding Facility at 
PMBH with an extra 
eight trolley spaces 
to ensure 
decomposing bodies 

As per comments on left.  
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and deceased 
bariatric patients can 
be held with minimal 
impact to staff 
servicing this area 
and the deceased.   

Patient and Visitor Help 
Desk: Office room 

   Looking at UHA 
Volunteers to assist 
similar to Coffs 
Harbour Health 
Campus 

 .. 

Grounds and Gardens 
(including pest control): 
Equipment store with 
charging bays 

Gardens are maintained by 
external contractor. 

No bus stop seating or awning. 
Limited seating for visitors and staff. 
Insufficient bicycle storage.  
Insufficient Motor Bike parking  

Opportunity exists to 
introduce volunteers 
to work with 
Gardener. 
 

.. 

Volunteers   No Designated Area currently located in a 
clinical area on level 3. 
No ability to fund raise similar to CHHC 
shop  

  Designated area to be 
considered. 

Call Centre - Touchpoint 
A call centre is a workplace 
that receives and transmits 
a large volume of customer 
requests by telephone. The 
main focus of call centre is 

 .. No patient phone at bed side. 
Hands free manually delivered to patient 
when family members call. 
In absence of ward clerk on weekends, RNs 
undertaking tasks. 
 

 Upgrade of cabling 
required from 
analogue to digital. 

Upgrade tech during refurb or 
new build. 
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generally to provide 
product support and 
information to customers 
by telephone and 
occasionally by mail, fax or 
email. 

Postal Services  
Processing Australia Post 
items within the 
workplace, a large volume 
of manual tasks. The main 
focus of the mail room is 
generally to provide 
distribution and processing 
of postal related items for 
the business and provide 
information to staff. 

 .. Increase due to pandemic with patient 
document signatures post infection 
requiring follow up with discharged 
patients. No designated Mail Room 
impacting confined work area, limitations 
to movement  

  Designated area to be 
considered. 
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