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Our Values: 
Collaboration, Integrity,  
Equity and Innovation.

Our Mission: 
Supporting people towards 
better health and wellbeing. 

Acknowledgements:

We respectfully acknowledge the Wurundjeri 
People of the Kulin Nation as the traditional 
custodians of the land on which we work. We pay 
our respects to community members and Elders, 
past and present.

We acknowledge the financial support received 
from the federal and state governments, Local 
Area Health networks, and other funders to 
support our service delivery.

A number of services within this report were 
support by funding from the Eastern Melbourne 
Primary Health Network (EMPHN) *

Some names and identifying details have been changed  
to protect the privacy of individuals.

Welcome
The 2017-2018 Annual Review and 
Victorian Quality Account shares 
with you events, highlights, and the 
progress we have made throughout 
the year, and introduces some of our 
clients and team members.

Included through the document is the Victorian 
Quality Account which provides an overview of 
the following:
• Quality and safety
• Consumer, carer and community participation
• Continuity of care

The following pages outline the many ways in 
which we are supporting people towards better 
health and wellbeing — whether it’s through our 
groups, education programs, and workshops, or 
our outreach services in the community.

A team effort

Many teams across the organisation were 
involved in the preparation of this report. The 
report was reviewed by our board, executive 
team and leadership teams. We are committed 
to making this report an informative document 
for everyone. Consequently, we consulted the 
community regarding improvements to the 
report, ensuring that it is interesting and relevant. 
  
Thank you to all our clients, staff, our Community 
Advisory Group, and the many others who 
contributed to the report and shared their 
inspirational stories.

Where to find this report

This report and the full financial documents are 
available at reception and from our website,   
www.carringtonhealth.org.au
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Our Board Chair & 
Chief Executive  
Our last annual report focused on Carrington Health readying itself for 
tomorrow. This past year has been one of transformation, growth, and exciting 
and significant change. Our progress will pave the way for our organisation to 
grow, as part of a secure, strong, merged entity.

Strong foundations 

We are particularly proud of the expansion of our 
services over the past year. Our Service Plan 2014-2030 
provides a roadmap for the exploration of new and 
developed services in response to our community’s 
needs. Over the past year, we have worked with our 
Allied Health staff to focus on innovative models of 
service that are driven by customer choice, increasing 
our presence in the community and expanding the 
locations where services are available.

Our ongoing commitment to the provision of leading 
integrated services has seen the expansion of the 
IDEAS (Integrated Diabetes Education and Assessment 
Service) to an additional three community health 
sites, providing services to 545 new individuals and 
increasing by over 680 hours of service in partnership 
with Eastern Health, EACH and Access Health and 
Community. This past year’s efforts have demonstrated 
that not only can we establish effective models of 
service delivery, but that we can replicate them 
successfully, ensuring locally accessible services for 
the broader community. This is evident in the ongoing 
success of the Integrated Falls Assessment Service 
(IFAS), which provided support to more than 80 people 
at risks of falls, and the Hepatitis C treatment clinic 
(CLEAR) which is now one of the most successful 
services in the state, engaging with extremely hard-to-
reach communities to provide new curative treatments.

Now in its second year, the PATCH (Paediatric 
Assessment and Treatment at Carrington Health) 
has seen exponential growth, operating two days 
a week and providing services to over 200 children 
and families. Families of children with a disability have 
found the PATCH provides the ‘one-stop-shop’ they 

need. The PATCH has also been able to respond to the 
needs of children living in out-of-home care, culturally 
and linguistically diverse families, and families seeking 
advice and support. This unique model of service 
has allowed us to develop the PATCH in a way that 
balances the need for ongoing viability with equity of 
access for vulnerable children and families. 

Our established Box Hill Family Dentistry has continued 
to offer affordable dental services for families, with 
over 300 people receiving care from the additional 
after-hours sessions available. Our successful Little 
Smiles outreach oral health program has provided 
screening to an additional 300 children, and as a result 
of further demand is now being offered in primary 
schools. Importantly, the expansion of our special 
needs dentistry service has enabled over 250 people 
with disabilities to receive dental care services, which 
are critical to a person’s overall health and wellbeing.

As a long-standing supporter of the National Disability 
Insurance Scheme (NDIS) and all that it sets out to 
achieve for people with disabilities, we are tracking 
as planned, recognising that a multifaceted approach 
is required for the success of significant reform. We 
have actively engaged with our clients and community 
through the provision of NDIS information sessions. 
This has enabled us to effectively support the seamless 
transition of our clients to the scheme, and as a 
registered provider we are now able to offer allied 
health services to adults and children with disabilities. 

Ensuring access to quality allied health services 
and creating a range of healthcare choices for the 
community has been a priority for us. Responding 
flexibly to reforms in aged care, we began 
strengthening our allied health services for people with 
a Home Care Package. This has increased the help and 
support we can offer to people who wish to continue 
living independently at home as part of their local 
community. Additional allied health services have also 
been provided from our main site in Carrington Road, 
and from our co-location at 810 Whitehorse Road. This 
has resulted in over 560 new clients accessing our 
services, with over 1300 consultations provided.

In May 2018, we announced the acquisition of the After 
Hours GP Clinic. Since opening in 1997, this cooperative 

medical clinic has provided medical services to over 
100,000 patients in Box Hill. We’re excited to be taking 
this next step in the expansion of services by providing 
quality, accessible after-hours general practice care to 
the community.

These exciting opportunities are the result of our 
goal to provide a greater choice of services to our 
community, and to support people towards better 
health and wellbeing.

Better together
32 years ago, in a suburban house in Box Hill, a handful 
of staff began providing a small number of services to 
the community. Fast track to today, where Carrington 
Health employees 160 staff, provides over 60 programs 
and services, and supports more than 15,000 people in 
the community each year. 

Despite our strong and sustained growth over many 
years, one of the biggest challenges facing the Board is 
adapting to a rapidly changing and challenging health 
environment. With greater competition, key reforms, 
changes in funding models, and changing consumer 
expectations, our role as a Board and Chief Executive 
Officer is to ensure we remain a strong, capable, and 
sustainable organisation. 

While bigger doesn’t always mean better, we recognise 
and understand the benefits of engaging and operating 
as a larger service provider, so that we can not only 
expand the scope of our service provisions but shape 
the future of community health. Following a rigorous 
process, with the consideration and support of our two 
Boards, it was concluded there were significant benefits 
in merging with healthAbility.  

Both organisations entered the process from a position 
of strength and opportunity. The creation of one 
values-driven and client-focused organisation will 
enable us to increase our impact, expand our expertise, 
and deliver more health and wellbeing services in the 
places our clients call home. 

Moving forward
Since the announcement, both organisations have 
worked to transition and create a new organisation 
effective 1 July 2018. The two organisations’ Board of 
Directors, executive teams, and management teams 
have been working towards bringing the various 
parts of the businesses into a single entity, through a 
structured change management process. 

During the next period of significant change and 
growth we will harness the benefits of engaging as 
a larger service provider, and continue our valuable 
work to improve the health and wellbeing of our 
communities in Whitehorse, Nillumbik, and beyond. 

Thank you
To provide better health outcomes, we must work 
in partnership with our community, clients and 
stakeholders. We acknowledge the significant 
contribution made by our donors, partners, and 
collaborators, who continue to support our work in 
improving the health and wellbeing of the community. 

To our fantastic staff and volunteers, we thank you 
for your ongoing dedication and expertise in the 
delivery of quality care and support of the community. 
It is always rewarding to see staff and volunteers 
recognised for their dedication and commitment at the 
annual Staff Values Awards.   

Having the courage and resilience to maintain focus, 
confront change, and manage evolving and uncertain 
environments requires leadership. We’d like to take the 
opportunity to thank the leadership team, whose hard 
work and focus have helped us grow and set us on 
track for continuing success.

We would like to acknowledge and thank our 
dedicated Board for their guidance and vision during 
these challenging yet formative times of growth. We 
also wish to thank all previous directors, who served 
in a voluntary capacity, for their vision and unwavering 
commitment to the organisation. 

End of an era
While this will be the final Carrington Health Annual 
Review, we are tremendously excited for what the 
future holds for the new organisation — for our clients, 
staff and stakeholders.

We are extremely proud of Carrington Health’s heritage, 
and we know its strong foundations will be carried on 
in the work of our newly formed organisation.

Our work is just beginning. We look forward to the year 
ahead with great anticipation as our new entity seeks 
innovative ways to support our clients towards better health 
and wellbeing, for now and for generations to come.

Through us, more than 15,000 people each 
year have access to high-quality healthcare 
services which help them live happier and 
healthier lives. This defines everything we 
do for our clients, inspiring and motivating 
us to continually improve our performance.

Michelle Kotis
Chair

Ronda Jacobs
Chief Executive Officer
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Head Office
43 Carrington Rd,  
Box Hill

Co-located Services 
Box Hill Superclinic,  
810 Whitehorse Rd  

Men’s Shed,  
252 Springvale Rd, 
Nunawading
 
In the Community 
After Hours GP Clinic,  
36 Wellington Rd,  
Box Hill 

Hydrotherapy 
Session,  
Box Hill Aqualink

Little Smiles, 
Schools, Early 
Learning Centres, 
Kindergarten, 
Nunawading

Carrington Café,  
Surrey Hills

Communal Garden,  
Burwood Public 
Housing Estate

Supermarket Tour, 
Coles, Box Hill Central

Walking Group, 
Surrey Park, Box Hill 

Social Group 
Transport,  
City of Whitehorse

Delivery of injecting 
equipment by mobile 
safety drug worker, 
Shopping centre 
carpark, Mitcham

Podiatry home visit to 
review wound care, 
Vermont

Occupational 
Therapist home visit 
to fit shower rails

Paediatric speech 
therapy session,  
Burwood East 

Oral Health Screening 
session, Special 
Development School

Aged care facility, 
Falls prevention 
teleconference
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In the community
City of Whitehorse
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Health and Wellness
• Balance and Strength 
• Gym groups and home based exercises
• Hydrotherapy and water exercises
• Managing heart health – exercises and 

education
• QUIT
• Tai Chi
• Walking Groups

Therapy Services
• Community health nursing 
• Exercise Physiology
• Nutrition and Dietetics
• Occupational Therapy
• Physiotherapy
• Podiatry
• Speech Pathology
• Communication Skills Groups 

Physical and  
Chronic Health
• Advanced Foot Clinic 
• Chronic Disease Self-Management 
• Falls and Balance Service
• Health Education and Coaching
• GLA:D™ Knee and hip osteoarthritis treatment
• Integrated Care Coordination 
• Hepatitis C treatment clinic
• Pain Management 

 
 
 

Diabetes
• Diabetes Education and Support
• IDEAS – Integrated Diabetes Education and 

Assessment Service
• Chinese Healthy Eating Forum 
• Chinese Diabetes Prevention and Education 

Programs

Mental Health
• Counselling Support
• Family Violence Counselling
• Health Psychology

Child, Youth and Family Services
• Child Psychology
• Occupational Therapy
• Speech Pathology
• The PATCH - Paediatric Services for  

children 0 – 10 years old 
• Baby Makes 3 (program for new parents)
• Groups for Children and Families
• Perinatal Counselling and Support 
• Feeding Clinic 

Dental Services
• Child and Adult Dental Services
• Dental X-Ray 

Social and Carer Support 
• Carrington Café – (Younger Onset Dementia 

and Carer support group)
• Diabetes Support Group
• Men’s Shed Program
• Linkages to support people to stay at home  

We provide a range of services to support people towards 
better health and wellbeing. 

Health Promotion
• Food Security Project - improving 

access to nutritious and culturally 
appropriate food 

• Little Smiles - Outreach Children’s 
Dental Program

• Supermarket Tours 
• Gender Equality and Prevention of 

Violence Against Women
• Healthier Lifestyle Program for 

people living with a mental illness
• Advance Care Planning 

Alcohol and Other Drug 
Services
• Naloxone Program
• Needle and Exchange Program 
• Mobile Drug Safety Service
• Medication Support and Recovery 

Service

Additional Services
• After Hours GP Clinic
• Co-location at Box Hill  

Super Clinic

Our Services
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Sue
Sue has experienced many of the services offered by Carrington Health 
including diabetes care from IDEAS and its teams, and dental and counselling 
services. Sue’s experiences with Carrington Health have made an enormous 
difference to her ability to manage her own health, fight disease, and feel 
supported and cared for. 

In early 2016, I was diagnosed with breast cancer. And 
that was really the start of the journey. I had breast 
cancer surgery, chemo, and radiotherapy. Everything 
went really well, but there were a lot of consequences 
from the chemo. I found myself with chemo-induced 
peripheral neuropathy (weakness and numbness from 
nerve damage). My teeth started getting loose, and 
gradually, over a two-year period, they all fell out. 
I found myself with no ability, sitting on the couch 
and wondering whether I would ever get any muscle 
strength back in my lower legs and my upper arms. 

I’m a diabetic, and when I was first diagnosed with 
breast cancer, I didn’t know that my diabetes was way 
out of control. I was referred to Carrington Health 
by an anaesthetist at Box Hill Hospital. I’m so grateful 
that she persevered, and sent my details, otherwise 
I would never have done anything. I saw the nurse 
educator and dietician, and started to own the fact that 
I had diabetes and I needed to do something about 
it, because that was going to help me recover from 
everything else. 

Meanwhile, the peripheral neuropathy had really taken 
hold, and I wasn’t able to work. Coming from a job where 
I was very busy, I felt like I didn’t exist anymore. I was 
talking to the endocrinologist who I see for my diabetes 
and she referred me to one of the psychologists here. 
The psychologist helped me redefine myself. I was sitting 
there crying, saying that it seemed so far away for me to 
able to regain any strength. I had some physiotherapy to 
fix a frozen shoulder that was not related to anything, and 
began two physical therapy sessions a week at the gym 
that were specifically designed to help me. It’s a very safe 
and comfortable environment, and everyone’s at their 
own level of development, but there’s a real camaraderie 
in celebrating small achievements, and knowing that 
you’re better than you were last week. The people here 
are so dedicated. They take every problem and seem to 
understand how to make it disappear. That, for me, was 
amazing. And I’m so full of admiration for them, which is 
why I can sit here and smile. 

I’ve used the IDEAS team to help in managing my 
diabetes for diabetes, and that includes a nurse 
educator, a dietician, and an endocrinologist. I thought I 
was done with Carrington Health after that, but then my 
teeth started falling out. I went to the Carrington Health 
dentist, who saw that every week or every fortnight 
another tooth was coming out. In the end, I didn’t have 
any teeth, which is not something the old me would 
have admitted to anyone. But then I got the dentures 
from the dental technician.

I walked with a stick when I first came here, and I could 
hardly move. Now, I can walk without the stick, I can be 
a normal person. I used to take walking for granted, but 
now I understand how difficult it is for people coming 
out of illness to try and stay mobile. Carrington Health 
offers people hope. These experiences have changed 
me. They’ve made me realise that I can get my strength 
back, and what’s more, I can be stronger than before. 
It’s opened doors for me, showing me that I need to be 
the healthiest I can be to try and beat the disease. 

There is a sense that we can make it better working 
together. That’s what I love about this place. When I 
first came here, I was incredibly sick, and I railed against 
coming here the first few times. Now, I’m working full 
time as a manager in a retail business. I think it’s so 
important what happens here and I can’t speak highly 
enough of the people who have helped me. 

I’ve met so many interesting 
people, from all walks of life, 

that I would never have met before. 
That’s been a big learning journey 
through being sick — that are many 
people who’ve had remarkable 
previous lives that they put on the 
shelf while they try and get their 
ordinary functions going again.

There’s a real 
camaraderie 

in celebrating small 
achievements, and 
knowing that you’re 
better than you were 
last week.
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Choice for our community
Over the past twelve months, we’ve continued our 
focus on providing increased choice to the community 
while maintaining equitable access for vulnerable 
people, families and communities. Organisational 
transition is well underway to ensure we’re ready to 
support a new world of client driven services. Our 
systems and infrastructure have been upgraded, and 
we have invested in technology where advantageous 
to better health outcomes.  

We continue to increase options with the expansion 
of services offered at 810 Whitehorse Road, and by 
offering services via the Medicare Benefits Scheme. 
Initially, only a limited number of sessions were 
provided. Now more than 560 people have been able 
to access our new range of services in physiotherapy, 
podiatry, exercise physiology, diabetes education, and 
dietetics, with over 1300 consultations provided. 

Carrington Health is committed to the provision of 
locally based and appropriate services that prioritise 
the needs of our community. The acquisition of the 
After Hours GP Clinic will enhance and build on this 
client focus. The After Hours GP Clinic has been 
operating for over 20 years, and has treated over 
100,000 people since it opened in 1997. Carrington 
Health is excited to be taking this next step in the 
expansion of our services, providing high quality and 
accessible, after-hours general practice care to the 
community.

Supporting clients to 
understand and engage with 
the National Disability Insurance 
Scheme (NDIS)
Carrington Health is a long-standing supporter of the 
NDIS and all that it sets out to achieve for people with 
disabilities. Over the past year, we have worked hard to 
support the smooth transition of our clients to the NDIS.  

Our key priority has been supporting a large number of 
our current and former clients as they review their goals; 
in particular, taking the time to consider their personal 
aspirations and the services they might need to achieve 
their goals under the NDIS. Additionally, many children 
currently attending our PATCH services are starting to 
consider their goals and therapy needs going forward as 
part of an NDIS care plan. 

In addition to working with our clients individually, 
Carrington Health held eight information sessions to 
provide a greater understanding of the purpose of 
the NDIS. With more than 70 people in attendance, we 
discussed how we could support their transition to the 
scheme. The sessions were positively received, and 
feedback has indicated the majority of people feel that 
their understanding of the NDIS has greatly improved. 
With this knowledge, they feel better prepared to 
undertake the necessary steps to complete their transition 
and care plan requirements.

The NDIS brings the requirements of a consumer directed 
care approach into sharp focus, and much of the past 
year has been spent reviewing aspects of operations 
across our organisation. This includes reviewing our 
intake processes, marketing, billing and invoicing 
capacity, with further areas of review identified or under 
commencement. The NDIS is still in its infancy and is 
constantly evolving its processes. Carrington Health 
will also need to evolve and adapt its processes and 
approaches according to this changing environment.

Transition to the NDIS within Inner Eastern Melbourne has 
only recently commenced, and many of our clients are still 
in the planning stage. However, Carrington Health now 
has over 60 NDIS Service Agreements in place, a number 
which is increasing exponentially. We have seen many 
people participate in a life that was not possible for them 
before the NDIS. We look forward to assisting our clients 
to achieve their goals in the future.

Up to 1 in 5 expecting and new mothers 
will experience perinatal anxiety and 
depression.

*funded via EMPHN

Making It Happen

Supporting independence  
at home
With an ageing population, alterations in government 
funding and changes in consumer choice towards 
longer periods of in-home support rather than a move 
to residential aged care Carrington Health is now 
offering allied health services to people funded for a 
Home Care Package. This funding is for people over 
the age of 65 who require help and support to remain 
as independent as possible and continue to live in their 
own homes as part of their local community.  

Carrington Health is committed to growing these 
services in response to the expressed needs of our 
community. Many of the people we have seen to 
date are past clients of Carrington Health who wish 
to continue to receive our services. The majority of 
requests have been for occupational therapy, often 
related to assistive technology needs, including 
equipment and home modifications. Other services 
include physiotherapy, speech pathology, podiatry,  
and dietetics.

Support for new and  
expecting parents  
Pregnancy and welcoming a new baby can be very 
rewarding, but they can also bring challenges to 
families. Funded by the Eastern Melbourne Primary 
Health Network, Carrington Health is coordinating the 
SMS4Families program for parents, to support them 
in their journey with a new baby and to assist with 
identifying the risks of perinatal depression.   

The program was developed by the University of 
Newcastle and built on the successful SMS4 Dads 
Program. It offers two streams of care: a free text 
messaging service, and face to face or telephone 
counselling service. SMS4Families is a free service 
designed by a team of specialists which provides 
tailored text messages specific to pregnancy and baby 
development. The Community Outreach Perinatal 
Support Service provides support with a team of skilled 
and compassionate counsellors. 

A research team is responsible for ensuring timely 
messages are sent to parents who enrol in the 
SMS4Families service. In the last 6 months alone, we 
have had 190 families enrolled with SMS4Families, and 
over 100 referrals for counselling sessions, including 
families who have self-referred via the SMS program. 

Carrington Health is committed to better understanding and meeting our  
clients’ needs. We listen to our clients and the community, act on their feedback, 
and implement innovative services to support people towards better health  
and wellbeing.  
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We employ over 160 people, who bring a diverse 
range of skills and experience to provide the highest 
quality services to our clients, their families, and the 
wider community.Ongoing support is provided to our 
employees through regular learning and education 
opportunities, annual performance reviews, clinical 
supervision, and flexible working arrangements 
wherever possible. 

Over the past twelve months, we have changed the 
way we manage performance. Our leaders now have 
monthly conversations with their teams, so they can 
better support their development and ensure we’re 
supporting their career aspirations and capabilities. 

Every two years we conduct a staff engagement 
survey. We want to ensure that Carrington Health is 
a happy and productive place to be, and this survey 
gives us feedback from staff about areas where we 
can do things better. We engage an independent 
organisation who specialise in measuring employee 
perceptions in the health sector and benchmark against 
other Community Health organisations. Our latest 
survey indicated our values based-culture and level of 
engagement was extremely strong compared to other 
community health organisations. 

Our values
Carrington Health’s culture is shaped by our values. Our 
engaged team work to embody our four core values: 
innovation, equity, collaboration, and integrity.

Recognising our people  
Our annual Values Awards program recognises 
and celebrates staff who are living the Carrington 
Health Values of innovation, equity, collaboration, 
and integrity. It is a peer nomination process — staff 
nominate colleagues who have gone above and 
beyond in demonstrating the behaviours our values 
represent. 

In addition to the winners, all staff who were nominated 
are acknowledged as well. At this end of year event, 
we also take the opportunity to recognise staff who 
have achieved significant service milestones. 

Developing and nurturing
The last twelve months saw us continue to develop 
our people to achieve their potential. This has included 
programs focusing on resilience and self care, mental 
health awareness and critical incident stress management. 

We have continued our commitment to the 
development, training and education of students 
through placements. We have provided over 3000 days 
in student placement over the last twelve months. 

Wellbeing 
We enable our staff to be themselves and be their best. 
We want working at Carrington Health to help them 
to be healthier and happier people, and we actively 
encourage participation in our health and wellbeing 
program, Health@Work. 

The Health@Work Committee supported a number 
of initiatives focusing on the mental and physical 
wellbeing of staff, including a soup and bread lunch 
during winter, a summer salad lunch day, free fruit 
during R U OK week, a ‘March in March’ walking 
initiative, meditation, and staff gym sessions. We also 
recently signed up to the Victorian Governments 
Achievement Program. This will provide us with a 
framework for continuous improvement, and help us 
to embed health and wellbeing into our organisation’s 
culture.

Health and Safety
Carrington Health is committed to ensuring a safe 
and healthy working environment, which is free 
from discrimination, harassment and bullying for all 
employees, students and volunteers by upholding 
Health, Safety and Incident management policies and 
procedures. Over the last 12 months there have been 
several legislative changes in the occupational health 
and safety area, which have resulted in the following 
changes to our processes:

• Updated issues resolution procedure
• Change from Material Safety Data Sheets to Safety 

Data Sheets
• Change from the Manual Handling Procedure to the 

Hazardous Manual Handling Procedure

Saving lives 
Carrington Health received funding as part of the 
Victorian government’s commitment to reduce drug-
related harm and fatal overdoses in Victoria. 

Naloxone is a drug that temporarily blocks or reverses 
the effects of opioid drugs such as heroin, morphine 
and oxycodone. It is used in emergency situations and 
can help delay an opioid overdose, keeping a person 
alive until they can be attended to by an ambulance. 

Our short-term project has been led by the Mobile 
Drug Safety Workers and Manager, Community Health 
Outreach Program Eastern Region (CHOPER). The 
work by the CHOPER team has been crucial in raising 
the level of awareness amongst clients of the risks of 
overdose and use of Naloxone.

In the six months of operation, 137 people have been 
trained in the use of naloxone including 45 Needle and 
Syringe Program (NSP) clients, 14 pharmacists, and 78 
AOD/other workers. 60 clients have accessed Naloxone, 
and there have been 14 reported uses of Naloxone by 
clients and their networks in community settings.

A ‘train the trainer’ model has increased the reach of 
the project and the engagement of pharmacies, all of 
whom are experienced with this client group through 
pharmacotherapy programs. Those located across the 
eastern region are able to readily dispense Naloxone to 
people in need, mostly around the nearest train stations. 

Chinese people who are at risk of 
developing Type 2 diabetes need 

culturally tailored programs to meet  
the community’s unique needs  
and preferred way of learning.

Dr Tammie Choi,  
Carrington Health Bicultural Dietitian 

Not Scared of Sugar™  不再慌糖™
Our dietitian, Dr Tammie Choi, along with colleagues 
from Monash University, is researching ways to provide 
tailored diabetes education to the growing Chinese 
community at risk of developing Type 2 diabetes. 
Studies have shown that Chinese Australians have not 
engaged with the translated diabetes care model, 
and therefore can miss out on the support and care 
available to them from health professionals. 

Funded by the Australian Diabetes Education 
Association Research Office, Not Scared of Sugar is 
uniquely different from translated diabetes programs 
based on Western participatory learning techniques. 
These programs have been found to be mismatched 
with Chinese learning orientations and approaches to 
self-care. Knowledge is key for Chinese people, and 
no matter the education level attained, they still prefer 
in-depth and precise information. Using findings from 
Dr Choi’s previous study of cultural tailoring of diabetes 
education, a Chinese-specific six week group diabetes 
education program was developed and delivered to 
34 participants. Through this study, we hope to use the 
diabetes education program as a forum to reconnect 
Chinese people with health services, to better support 
them in their diabetes self-management, and to 
improve their quality of life.

We have made the life-saving drug 
naloxone more readily available to 
people who need it, helping to reduce 
the impact of opioid overdose in our 
local area.

Our People

Carrington Health is a place where people love to work, knowing that they are 
making a real difference for our clients and the community. 

25 13130 52
Full time CasualPart time Volunteers
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Our Highlights

2021 client’s 
received emergency 
dental care 

Caring for people 
of all ages 
from the youngest at 3 
months of age and our 
oldest client of 101 years.

32i

15,000 clients  
supported towards better health 
and wellbeing

2,557 new 
referrals received

50+ programs 
and services 
offered

180+  
staff and volunteers

98% of clients report a  

positive experience  
with Carrington Health

32 years  
delivering services to  
the community 

2,700 children  
took part in our Little 
Smiles dental outreach 
program

Our receptionists assisted 

29,000+ callers 

21 languages 
spoken by our clients
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Nathan

Nathan is a podiatrist at Carrington Health, where he helps examine, diagnose, 
and treat foot conditions for people of all ages. Carrington Health’s podiatry 
team provides support across a range of complex issues, including specialised 
foot and ankle wound care, diabetes foot assessment, and orthotics.

I’ve been working at Carrington Health for over a year 
now, and I love it.

The culture here is great — it’s warm and kind, everyone 
says hello to you, everyone smiles. It’s almost like a big 
family, which is important to me, and the clients pick up 
on that too. 

 
What I really love is the holistic approach here. I had a 
client last week referred by one of the physiotherapists, 
and together we got the whole picture of this person’s 
healthcare needs. We sit with people and listen, and 
what they share with podiatrists they often don’t tell 
other people. This person told me that she’s the main 
carer for her daughter and husband, so I realised that 
the main treatment I would give people wasn’t going 
to work for her. I then worked with the client and our 
physiotherapist, and we ended up with an integrated 
process that got her the treatment she needed. 

I was treating a man with diabetes the other day, and 
he told me that he didn’t really have a good grasp 
on a lot of things because he’d just been diagnosed. 
So I told him about Carrington Health’s range of 
services including diabetes educators, dieticians and 
physiotherapists and asked if he’d like to speak with 
them. That’s how it works here — just one quick referral, 
and in two weeks a client is seeing someone in the 
same building. 

Client comes in, and often you’re able to give them 
instant relief. In podiatry, we also have a lot of recurrent 
clients, and with that comes a lot of chronic pain — 
people who have dealt with pain for a long time. 

In podiatry, you build a huge rapport with your clients, 
sometimes people need to come back every eight to 
ten weeks, so it becomes a really personal thing.  
I think it’s important not to get stuck focusing just on one 
aspect of a person’s care. Podiatrists do look after the 
feet, but in the overall scheme of a client’s health, their 
feet might be the least of their problems. They might have 
a lot of other serious issues and you have to take into 
account the whole outlook on someone’s health. 

There was one man who was having a lot of arthritic 
problems, and he’d had to stop walking. I was able to 
give some footwear advice, and sort out orthotics – 
now he’s back walking with no pain and no medication. 
Clients may come in with a wound and not realise how 
serious it is, because they have a history with diabetes, 
and with that you lose feeling and you lose circulation. 
But what makes sense to us doesn’t always make sense 
to them. Being able to heal a wound and help patients 
who are sick of bandaging up their foot each day — to 
be able to tell them that it’s healed, and see the look on 
their face — that’s pretty nice.

When someone comes in, you can 
help them then and there, and 

they can walk out half an hour later with 
less pain or with a healthcare strategy.
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Our Timeline The end of this decade presents an opportunity to pause and reflect on the 
many contributions and achievements Carrington Health and our partners have 
made over the past 30 years. 

1986

Box Hill Community Health service 
began in a suburban house, on quiet 
residential street to meet an urgent 
need in the Eastern suburbs for 
allied health services. Lead by CEO 
Jim Pasinis, there was 9 staff and a 
committee of 12.

1987

The organisation moved from Bank 
Street to 65 Carrington Road, to 
accommodate the increase in staff and 
expansion in range of activities and 
offerings. 

1988

Funding from the Victorian Government 
led to the addition of a physiotherapist 
and occupational therapist. Dental 
services were now provided.  
 

1991

The manual accounting system is 
moved to a computerised system, 
which enabled more accurate and 
accountable reporting. 

1993

The number of clients receiving 
services reached 8,422. A total of 18 
staff were employed. In the early 90s, 
Carrington Health housed the Family 
Planning clinic before they found their 
permanent home on Whitehorse Rd.

1997 

Jeanette Norman became acting 
CEO. Services continued to grow with 
the introduction of a dietetics, and 
physiotherapy services increasing. A 
Chinese project worker is engaged 
to research the needs of the Chinese 
community in the Whitehorse area. 
 

1998

The organisation is renamed 
Whitehorse Community Health 
Service, reflecting the change in local 
government areas. The next few years 
saw the organisation take up additional 
residences in Adina Street, Blackburn 
North and Station Street, Mitcham and 
Eley Park Community House.

2001

Funding is awarded to begin the 
region’s first primary needle and 
syringe program as a positive way 
for intravenous drug users to reduce 
their exposure to associated harms 
and to increase access to support and 
services.  

2003

CEO Andrew Fleming resigned in 
June, and was succeeded by Jim 
Killeen. The organisation moved to 43 
Carrington Rd, Box Hill, which became 
its permanent address. 82 staff are now 
employed.

2004 

Premier Steve Bracks officially opened 
the 10 chair dental facility, which 
included three undergraduate teaching 
chairs for students. 

2006

The expansion of services continues, 
with the launch of the Good Life Gym 
and Whitehorse Men’s Shed.

2009

Gillian Leach commences as the new 
CEO. Baby Makes 3 receives project 
funding from VicHealth to develop a 
Preventing Violence Against Women 
demonstration model. In partnership 
with Eastern Health, the Integrated 
Diabetes Education and Assessment 
Service (IDEAS) is launched to support 
people with type 2 diabetes. 

2010

A Community Advisory Group, in 
line with the new State Government 
policy ‘Doing it with us, not for us’, is 
established to improve services for the 
community, as well as identify gaps in 
services, and barriers to access. 

2011

Box Hill Family Dentistry 
is launched to provide 
more people have access 
to affordable oral health 
care. Baby Makes 3 
receives the ‘Participating 
and Skill Development’ 
VicHealth Award.

2012

Ronda Jacobs, the current CEO, is 
appointed. The Integrated Diabetes 
Education and Assessment Services 
(IDEAS) is awarded the Victorian 
Healthcare Association Award 
recognising outstanding contributions 
in the field of Victorian public 
healthcare.

2014

Recognition in the 
prestigious inaugural 
Australian Centre for 
Health Governance 
Excellence Awards. 
Awarded the 
Mayoral Award for 
‘Business Growth 
and Development’ 
and ‘Excellence 
in Business for 
a Community 
Organisation’ from 
the Whitehorse Business Group.
In partnership with Inner East, 
Manningham, and Monashlink 
community health services, the 
creation of a formal Consortium 
‘Connect4Health’ to strengthen its 
collaborative partnerships.

2015

Whitehorse Community Health Service 
changes its name to Carrington Health, 
and launch the new values: Integrity, 
Collaboration, Equity, and Innovation.  

2016

The Integrated Falls Assessment Service 
(IFAS) receives the Victorian Healthcare 
Associations ’Inspiring Health 
Leadership’ annual award. 

Successful philanthropic funding 
awarded to develop the integrated 
Paediatric Assessment and Treatment at 
Carrington Health (PATCH) service for 
children aged 0-10.

Implementation of the state-of-the-
art orthopantomogram (OPG), which 
allows technical dental imaging on the 
spot so clinicians can diagnose and 
treat patients with greater efficiency.
Commencement of co-located allied 
health services at Box Hill Super Clinic.

2017

More than 180 staff and volunteers now 
work across multiple service programs 
and disciplines. Interactive, mobile 
responsive website is launched.

2018

Acquisition of the After Hours GP Clinic 
(AHGPC), a co-operative medical 
service operating in Box Hill, effective 1 
June 2018.

Carrington Health and healthAbility 
merge for the benefit of clients and the 
wider communities.

1980 1990 2000 2010 2016
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Innovating the  
Transition to Parenthood
Developed in 2008, Baby Makes 3 is an innovative and 
unique program supporting new parents to negotiate 
their gendered roles as they become parents for 
the first time with the aim of promoting equal and 
respectful relationships. Baby Makes 3 has continued to 
reach couples as they transition to becoming parents, 
in both antenatal and postnatal settings. The successful 
outcome of the program has enabled its growth and 
delivery in 24 local government areas across Victoria. 
We are committed to ongoing and strategic advocacy 
to the Victorian state government to support systemic 
phased scaling of the program across Victoria.

In July, Carrington Health secured a grant from the 
State Government to enable the expansion of Baby 
Makes 3 into antenatal settings. Piloted with Peninsula 
Health at Frankston Hospital, 54 sessions have now 
been delivered through Childbirth Education classes 
at Frankston Hospital, Northern Hospital, Tweddle, and 
Bairnsdale Regional Health Service.

We continue to work in partnership with Healesville 
Indigenous Community Services Association, Mullum 
Mullum Indigenous Gathering Place, and Boondawan 
Willam Aboriginal Healing Service to support 
the ongoing development of the Balit Boopoop 
Narkwarren Program (Baby Makes 3 adapted to be 

Leading the Way
Expanding Diabetes Support
We continue to lead the way in diverting people from 
the hospital setting to community based services, 
which provides locally accessible care and, importantly, 
contributes to reducing the burden of cost in the health 
system.

We have been pleased to work with our community 
health partners to provide expanded access for clients 
to the Integrated Diabetes Education and Assessment 
Service (IDEAS) across an additional three community 
health service sites within the region.

IDEAS enables specialist medical and allied health 
services to work as a team. The person with diabetes 
is encouraged to be an active participant in the 
management of their own health.

Carrington Health took the lead role in working 
with Eastern Health, Eastern Access Community 
Health (EACH) and Access Health and Community 
in expanding services to enable access in Box Hill, 
Ferntree Gully, Ringwood East, Doncaster East and 
Hawthorn, with half day sessions provided across four 
days a week.

Critical systems are in place across all five sites, including 
a new e-referral system between hospital outpatient 
departments and community health sites, access to 
e-health records including pathology results, and 
development of clinical assessment and outcomes data 
collection within the community health client health 
record, ensuring consistency of reporting and the 
capacity to produce aggregated clinical outcomes data.

As part of this expansion, partnering with general practice 
has been critical and there has been a significant increase 
in referrals from GPs, with an average increase of 155% 
across the five sites. 65 participants attended a recent 
GP education event. GPs are pleased with the increased 
choice of services, and appreciate the additional access 
to wraparound allied health services.

*funded via EMPHN

545  
people  

supported

432  
referrals  
received

680 hrs  
of service  
delivered

Lots of our patients who were not 
really very motivated to look after 

their diabetes are much more motivated 
once they have been to IDEAS.

- Practice Nurse

Loved the session — made us 
more aware of our responsibilities.

- Dad, Tweddle, Footscray

Should be taught in schools to 
create social norms and change.

- Dad, Frankston Hospital

Baby Makes 3 was a finalist in 2017 Victorian 
Public Health Care Award, was presented at 
the World Congress of Public Health, and is 
included as an exemplar by both Our Watch 
and VicHealth in practice guides developed 
to support both the Victorian and National 
stakeholders.

Almost 500 expectant parents have 
participated in the Baby Makes 3 antenatal 
program over the past 18 months.

culturally tailored and competent). The program has 
been piloted in Healesville and Ringwood at Mullum 
Mullum. Eight local community members have been 
trained as facilitators of the program, and we are 
currently working to explore additional strategies for 
champions to embed the program’s key messages into 
other community programs and events. 

A partnership with Save the Children East Gippsland 
to deliver the Baby Makes 3 antenatal and post-natal 
programs within the Shire of East Gippsland has been 
well received, and enabled a better understanding of 
the challenges faced in rural regions. We will continue 
to work in partnership to explore opportunities and 
trial additional models for program delivery in these 
communities. We have also piloted the delivery 
of the program to two culturally and linguistically 
diverse communities: Arabic speaking families, and 
families from Southern Asia, based in the City of 
Hume. The program model and materials have been 
redeveloped to reflect the feedback received from 
extensive community consultation. We have recruited 
and trained facilitators from these communities, and 
identified additional methods to engage with families 
and encourage participation. A strong partnership with 
Anglicare, Hume City Council, and InTouch Multicultural 
Centre Against Family Violence enables this work to 
continue.

Innovating Children’s Services
An alternative to the often long waiting times for 
outpatient paediatric services, the PATCH has seen 
exponential growth in its second year, supporting over 
200 children and families and now operating three days 
a week. 

The PATCH continues to operate thanks to funding from 
the Houston Trust. It demonstrates our ability to provide 
equity of access while maintaining a sustainable 
business model. This ensures our ability to provide 
access to services for vulnerable children and families 
who would otherwise be unable to benefit from the 
comprehensive model of service. The children and 
families accessing services come from a variety of 
backgrounds, including children living in out-of-home 
care, culturally and linguistically diverse families, and 
children with disabilities. 

Although the growth of the NDIS has been challenging, 
we find we are well placed to cater for children with 
disabilities in receipt of NDIS plans. This is an area of 
increasing need and demand. Families are finding 
the PATCH’s one-stop-shop of specialist integrated 
children’s services and programs is a good fit with the 
needs and aspirations expressed in their care plans. We 
continue to work closely with local partners and service 
providers, as we strive to create a holistic system 
approach to the journey that families take to better 
support their children.
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Cara & Isaac

Cara and her son, Isaac, have experienced first-hand the life-changing services 
offered by our PATCH clinic. PATCH is a unique multidisciplinary and integrated 
paediatric service that provides diagnosis, management and support for a 
range of complex issues including Autism Spectrum Disorders and learning 
disorders in children. Through the PATCH, Cara and Isaac have been able to 
access speech pathology and child psychology services that have made an 
enormous difference to Isaac’s development over the past few years. The 
PATCH’s family-centred and client-focused services ensure that each family’s 
needs are comprehensively supported and cared for. 

My name is Cara and my son’s name is Isaac. He 
is an active, talkative, and inquisitive little boy 
— although if you ask him, he’s a big boy who 
is almost five. Isaac was born four weeks early, 
and since then I have never stopped worrying 
about him. At age two, he was diagnosed with 
an expressive language delay, which now seems 
crazy as his language and expression are one 
of his strengths. At three and a half, we revisited 
his speech, as I had a niggling feeling that there 
was something different about his development 
compared to other children. 

It was recommended that Isaac receive diagnostic 
testing to investigate the possibility of autism. This 
took me a while to process. As a teacher, I had 
taught children on the spectrum, but I still didn’t 
want Isaac to receive this diagnosis. 

Our GP recommended that we visit Carrington 
Health for the testing. He said he couldn’t 
personally vouch for their services; however, he’d 
only heard positive things. Now I can see why. 

I rang to enquire about an appointment, and was 
told someone would call me back. Within a few 
days, we received a phone call that I remember 
well. The kids were playing outside with water 
and paint. After the person on the phone 
introduced herself, she asked if I had a minute to 
chat.  

Half an hour later, I hung up the phone with 
an initial screening assessment time and two 
colourfully painted children! However, it wasn’t 
the length of the phone call or the prompt 
appointment which surprised me. I remember 
thinking how much genuine interest in Isaac was 
conveyed — not only about the areas in which 
he needed assistance, but also in his interests, his 
strengths and his journey so far.

This genuine interest in my little boy, and the 
celebration of his strengths, was also displayed at 
our initial assessment. Even though it was decided 
he would benefit from ongoing support from the 
PATCH, and that he needed further testing, not 
once was there a negative feel to our meeting. In 
fact, Isaac couldn’t wait to go back. 

After further testing, Isaac was diagnosed 
with autism, and our journey with our speech 
pathologist and child psychologist began.

Every session we have attended at the PATCH 
so far has been a positive experience, which has 
been a welcome change to a lot of the testing 
and documentation that we have had to go 
through as a matter of course to receive funding 
assistance. At the PATCH, all Isaac’s weaknesses 
and areas of need are the focus.

This positivity has not only been beneficial for 
Isaac, but for me as well. It’s easy to focus on 
the challenges that Isaac faces, but during our 
sessions Isaac’s strengths are always emphasised. 
I’m able to get a different perspective on his 
behaviour as well as strategies to help him. 
Chatting to the therapists allows me to debrief, 
reflect and reboot, ready for the next set of 
challenges. Even Isaac knows we are all in this 
together. 

At first I was struggling to put into words and 
measure Isaac’s progress. Since attending the 
PATCH, he is using his words more, sharing more, 
and is more in charge of his emotions. We were 
at McDonalds the other day, and there was a lady 
holding a triceratops transformer, something that 
excited Isaac very much. He ran towards the lady, 
stopped and said, “Can I please have a look”, 
before grabbing it off her! We called him over 
and explained that you can’t just snatch things 
from people. He looked at us and said, “But I said 
please, and I used my words!”

He was right. The old Isaac would have probably 
just knocked it out of her hands and ran off and 
hid when we yelled at him for it! But he was right 
— he was 85% of the way there, and it was nearly 
a very successful social interaction. We were 
actually very proud of him! 

This interaction also made me realise how hard 
life can be for someone when social skills don’t 
come naturally. We are only part of the way on 
our journey, but I am extremely glad we have 
had and will continue to have the support, help, 
expertise and sense of humour of everyone at the 
PATCH. I am truly grateful for the difference they 
have made to Isaac and our family.

This positivity has not only been 
beneficial for Isaac, but for me 
as well. It’s easy to focus on 

the challenges that Isaac faces, but 
during our sessions Isaac’s strengths 
are always emphasised.
- Cara
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Quality & Safety
Carrington Health is determined to provide health services that are safe,  
of the highest quality, and that meet our clients’ diverse needs.

Client Feedback 
To ensure we provide the best possible care, we 
gather feedback at reception, online, and through 
the Victorian Healthcare Survey. This enables us to 
continually improve our services by increasing our 
understanding of what works for our clients and 
their families, and what we should change. 
Over the 2017-2018 period, we received 104 items 
of feedback, the majority of which were positive.

Thank you very much for the courage and 
initiative to start the Young Onset Dementia 
Coffee Morning. Thanks also for persevering.

Victorian Health  
Experience Survey 
The Victorian Healthcare Experience Survey 
(VHES) collects data from a range of clients 
from within Victorian public health services, 
including community health. Carrington Health 
has conducted the survey during October and 
November for the past two years. Each client who 
visits Carrington Health is given the opportunity to 
participate in the survey. The statewide average 
participation rate was 20% — however, Carrington 
Health doubled this rate at 41% participation, 
which is a fantastic result.

Areas for which Carrington Health received 
positive feedback include:
• Never had to repeat information that should 

have been recorded
• Always easy to make an appointment
• Health workers always compassionate
• Health workers always considered client needs
• Always felt comfortable raising issues or asking 

questions

Accessing the Health Service

Although clients found making an appointment 
easy, and felt that the time spent waiting for 
an appointment was appropriate, it was noted 
that many clients experience difficulty trying 
to find our service. This will be reviewed 
for improvement by our marketing and 
communications team. 

Thanks again! You are the 
first person to look at mum 

holistically. No one else has taken 
the time to fully understand her 
health situation.

96% of clients who received 
services from Carrington 

Health during the survey period 
rated their overall experience as 
either ‘good’ or ‘very good’.

Environment and Facilities

Clients reported that our services are clean, 
welcoming and safe. Clients also reported that there 
is enough privacy at reception. All the results for 
these areas were above the state average.  

The survey will be conducted again this year with 
an action plan developed to address some of the 
areas requiring improvement.

Accreditation Status
Carrington Health routinely takes part in 
accreditation reviews. These external reviews 
ensure that we have effective processes and 
systems in place to meet the highest standard of 
care for our clients. 

In July 2017, we completed a self-assessment 
against the Human Service Standards for our 
family violence counselling services. Feedback 
from the Department of Health and Human 
Services stated that our self-assessment was 
thorough and clearly described our systems.
In February 2018, we were assessed by the 
Australian Aged Care Quality Agency against the 
Home Care Standards for our Commonwealth 
Home Support Program. We successfully met all 
standards and expected outcomes. 
In April 2018, we undertook our mid-cycle 
accreditation review, as part of retaining 
our three-year quality accreditation. The 
review was performed by Quality Innovation 
and Performance. We successfully retained 
accreditation, and will undergo a full accreditation 
review in 2019. We were reviewed against the 
following standards:
• National Safety and Quality in Health Services 

(NSQHS) standards for our public dental service
• Quality Improvement Council (QIC) standards 

for our community and allied health services

76 compliments

26 complaints

2 suggestions
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End of Life Care
Victoria’s end of life and palliative care framework 
was released by the Minister for Health in July 
2016. The framework will support more people 
with a terminal illness to die at home, and 
preserve advance care directives in law for the 
first time in Victoria. Advance care directives 
included in this framework came into effect in 
March 2018. As community health services are in 
regular contact with clients and their carers, it’s a 
good place to start these discussions, enabling 
the community to make the best choices for their 
life and health care. 

Pre-empting these changes and recognising the 
role a community health service might play in 
this important change, Carrington Health secured 
funding to undertake a project aiming to increase 
the number of our clients with advance care plans 
in place, and to allow clients to obtain information 
and commence thinking about their future 
wishes. Focus groups indicated that clients would 
appreciate input into developing this process. 
Carrington Health staff were provided with 
information and undertook training to be better 
equipped to raise this subject with their clients 
and carers. 

In the initial stages, existing systems were 
reviewed to understand what is currently being 
done, and how the goals of the project could be 
best implemented within our existing frameworks. 
To date, we have:
• Recruited a Project Coordinator with specific 

expertise and experience in advance care 
planning.

• Developed and established processes relating 
to the various aspects of the advance care 
planning process.

• Developed an education plan for staff to 
increase awareness, improve confidence 
when starting conversations, and encourage 
proactivity when initiating referrals as part of 
existing practice.

110 Clients attended information 
sessions or completed 
questionnaires about the subject. 

Dedicated health professionals are now able to 
see people and support them to put a plan in 
place with their GP. This planning is something 
everyone should consider, and takes the stress 
away from loved ones who may find themselves 
in a position where they have to make life and 
death decisions without knowing the dying 
person’s wishes. 

To date, this project has seen 44 people with 
long term health issues or their significant other 
actively engage with our specially trained staff 
to learn more about the process, and start to 
consider what their wishes might be if they were 
in this position. A community forum was held in 
July 2018, informing other health professionals of 
the project outcomes, and providing a model for 
including advanced care directives as part of an 
individual’s care plan.
*funded via EMPHN

Working Together to Improve 
Services and Health Outcomes
Carrington Health is committed to working 
with clients and members of our community to 
shape and improve our services, ensuring that they 
stay relevant to the needs of the community. The 
Community Advisory Group (CAG) are community 
representatives who meet on a monthly basis to 
share their experiences and provide feedback on 
how we can improve client and community health 
outcomes.

The Community Advisory Group have contributed 
in the following areas:

• Participation in our accreditation mid-cycle 
review

• Training for all our CAG members on our 
services

• Evaluation of client feedback
• Participation in the Victorian Health Experience 

Survey

If you would like to join the Community Advisory 
Group please contact us on 9890 2220 or email 
quality@carringtonhealth.org.au.

The knowledge that my time 
and expertise is valued and 
acted on when appropriate 

gives me great satisfaction.

- Lynette, CAG Volunteer

Responding to Family Violence 
Violence can occur in all kinds of families. It 
often extends beyond physical violence and may 
involve emotional, psychological and financial 
abuse. Carrington Health provides counselling 
and support to clients who may be at risk of 
family violence. We play a key role in linking 
clients with appropriate and professional services, 
either within Carrington Health or in other external 
organisations.

In order to provide the best care and support 
to our family violence clients, Carrington Health 
has updated our Family Violence Response 
procedure, as well as issuing new work 
instructions for staff. These new work instructions 
provide guidance for staff in the areas of 
counselling, service coordination, and for our 
reception staff as the first point of contact. We 
hope that these new instructions will enable 
further support and assistance for our clients. 

Child Safety
Carrington Health has implemented all the 
requirements for meeting the Child Safe Standards 
introduced by the state government in 2017. We 
have a Child Safety Response Officer to respond 
to any child abuse allegations, a Child Safety 
Response procedure, and a code of conduct 
that all staff must comply with. All staff who work 
with children must obtain a current Working 
with Children Check prior to commencing with 
Carrington Health.

Clinical Governance 
Clinical governance is a key priority to ensure 
we deliver health services that are safe and 
which provide high quality care for our clients. 
The board recently approved the Victorian 
Clinical Governance framework from Safer Care 
Victoria to add leadership and culture to the 
current Clinical Governance framework. Our 
Clinical Governance framework now includes the 
following domains:

• Leadership and culture
• Risk management
• Consumer partnerships
• Workforce
• Clinical practice

Over the last 12 months, Carrington Health 
has also implemented a quality dashboard for 
review by senior managers and the board. These 
dashboards are a valuable tool for effectively 
measuring and benchmarking key indicators such 
as incident reporting, client feedback, and hazard 
identification. 
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Victorian Carers Recognition Act 
The Victorian Carers Recognition Act sets out 
principles that recognise and support people in 
care relationships, including the responsibilities 
of organisations that support carers. Carrington 
Health recognises people in carer relationships 
and the significant contribution that they make in 
our community. 

We have a number of processes in place to 
ensure our responsibilities are being met under 
the Act. We provide information regarding the 
Carer’s Recognition Act, which is included in 
our Client Information Pack. Relevant support is 
provided to staff to balance work and carer roles.

Responding to Diversity 
Carrington Health continues to work with our 
Chinese population in the area of Chinese 
Diabetes Education Program. This program 
aims to improve health outcomes for people of 
Chinese descent with (or at risk of) diabetes. We 
have a programmatic approach, from outreach 
community talks (bringing health information to 
the community), to an onsite monthly healthy 
information forum (attracting health-conscious 
Chinese members to come to us for health 
information), to individual consultations and 
diabetes programs in language (providing 
culturally tailored health services that promote 
self-management).

Dental Services
Our dental service provides dental treatment 
under the guidelines of Dental Health Services 
Victoria. The dental team includes dentists, oral 
health therapists, a dental prosthetist, dental 
assistants and receptionists.

Each year we measure how well our dental 
service is responding to the needs of our 
community and where we can improve.

Top 6 languages  
spoken by our clients are: 

488 1343

2021 7537
people visited our 
emergency dental clinic

people received  
general care

clients received  
new dentures 

dental x-rays provided 
by the state-of-the-art 
OPG machine

Interpreter Service  
and Translations
Carrington Health actively works to understand 
the needs of clients from culturally and 
linguistically diverse backgrounds. We recognise 
and respect the beliefs, traditions, values and 
life experiences of clients from culturally and 
linguistically diverse backgrounds. Staff working 
with clients from culturally and linguistically 
diverse backgrounds uphold their rights to safety, 
dignity, privacy, and informed decision-making. 
Carrington Health makes it a priority to remove 
any barriers to accessing services, ensuring 
clients and community members have access to 
professional interpreters when appropriate.

VITS (Victorian Interpreting and Translation 
Service) provides access to telephone 
interpreting, on-site interpreting, and translation 
for eligible Victorian government-funded services. 

Carrington Health is committed to providing 
accessible services to people from culturally and 
linguistically diverse backgrounds. Upon request, 
this document can be translated or we can 
arrange interpreter assistance.

Priority Access
We provide services to clients who are most 
vulnerable in our community, with priority access 
being provided to 2,157 people over the last year. 
We increased our reach by 2% which is significant 
when are focus is on providing access for those 
eligible and in most need of services.

Priority access is given to:

• Concession card holders 
• Aboriginal and Torres Strait Islander people
• People who are or at risk of homelessness
• Children and pregnant women
• Refugees and asylum seekers  
• Young people in residential care

The clinic undertook all accreditation reviews 
including infection control reviews. The clinic 
passed all three standards — infection control, 
governance, and client engagement, with no 
outstanding actions or treatments required. The 
clinic also undertook an external infection control 
audit with Dental Health Services of Victoria, and 
again passed all requirements. 

The average wait time for a general client to 
receive an offer of care is 9.12 months. For 
dentures, the average wait time is 17.89 months. 
The dental chairs were utilised 78% of the time 
during the year. 

The clinic has started providing specialist services 
via tele-dentistry. This allows for our clinicians to 
provide services to clients in the local area with 
the expertise of dental specialists at the Royal 
Dental Hospital of Melbourne. This means that 
clients are able to receive treatment much faster. 

21 languages  
are spoken by our clients,  
including Auslan

1309 interpreter 
supports 
Throughout 2017-2018, we provided 1309 
instances of interpreter support to clients. 

1. Mandarin
2. Cantonese
3. Greek

4. Arabic
5. Farsi
6. Vietnamese

An additional 80 clients were treated thanks 
to our Special Needs Dentistry post-graduate 
students from the Melbourne Dental School at 
the University of Melbourne. They attend one 
day a week, servicing clients with physical or 
intellectual disabilities, complex medical needs, 
and elderly or psychiatric problems. EMROHN 
(Eastern Melbourne Regional Oral Health Network) 
Senior Dentist Group organised the annual 
Continue Professional Development (CPD) day on 
26 August 2017, attended by over 80 oral health 
clinicians around the state. Carrington Health 
continues to partner with the Melbourne Dental 
School, providing clinical placement for final-year 
Doctorate of Dental Science students from January 
to October each year.  

Box Hill Family Dentistry

Box Hill Family Dentistry 
has started a new 
service for clients: 

restorative 
phase of 
implant  
cases

total number of visits to 
Box Hill Family Dentistry 

1650
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Our Board of Directors

Michelle Kotis | Chair
Joined 2013
Sub-Committees:
Governance Committee
Qualifications: B.App.Sc. (Speech Path), 
MPhil (Linguistics Theory), MPH (Health 
Svcs Mgt), GAICD, AFCHSM

Dr Buzz Palmer 
Joined 2017
Sub-Committees: Nil
Qualifications: PhD, Orthopaedic 
Regenerative Medicine

Ross Mitchell 
Joined 2013
Sub-Committees:  
Audit and Risk Committee

Dr Kathleen Brasher 
Joined 2004
Sub-Committees: Nil
Qualifications: PhD, Orthopaedic 
Regenerative Medicine

Jennifer Beveridge
Joined 2017
Sub-Committees: Governance, Quality 
and Safety Committee
Qualifications: B.App.Sc. (Sp Path), 
MBA, MMgt (Strategic Foresight)

Adele Katzew
Joined 2017
Sub-Committees:  
Audit and Risk Committee
Qualifications: BA Hons Law, Ba Psych

Geoff Lavender | Vice Chair
Joined 2013
Sub-Committees: Audit & Risk, Quality 
and Safety Committee
Qualifications: BA, Grad Dip Ed, Grad 
Dip Lib, M Pol & Law

Genevieve Webb 
Joined 2016
Sub-Committees: Governance, Quality 
and Safety Committee
Qualifications: BA (Hons) Psychology,  
B App Sci (Computing), FAICD

Peter Dyer
Joined 2016
Sub-Committees:  
Audit and Risk Committee
Qualifications: BSc Hons Psyc, Grad Dip 
Org. Dev., B. Bus. CPA

Little Smiles
The Little Smiles Dental program continues to 
provide outreach services to children in child 
care and kinder. Recruitment of new clinical staff 
during the course of the year has given us the 
ability to provide an expanded range of services 
to the community, and Carrington Health has 
begun offering treatment to children in prep  
and Year 1 of primary school.

The Little Smiles program visited 140 early-childhood 
education centres to educate children between 
the ages of two and five and their families, and 
to discuss the importance of dental health. 2,700 
children took part in our Little Smiles program. 

Thank you so much! On 
behalf of New Hope Baptist 
Preschool, I would like to 

thank you for your support of our 
Wellbeing program. Your services 
to the children and their health and 
wellbeing have been substantial, and 
we are most appreciative of your 
time and care.

We have visited the Dental 
Service many times this year 
for my two daughters. The 

service has been excellent. One of 
my daughters suffers from anxiety, 
but the dentist put her totally at ease.

Our Board is responsible for the long-term success of Carrington Health.  
All Board positions are voluntary and we greatly value the contribution of past 
and present Board members. 
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Our Partners

Advance Care Planning Australia

Alkira

Anglicare

Australian Centre for Behavioral Research in Diabetes

Australian Diabetes Educators Assocation (ADEA)

Diabetes Research Foundation

Australian Primary Health Care Nurses Association

Avenue Neighbourhood House

Bairnsdale Regional Health Service

Biala Early Childhood Intervention Service

Big Words

Blackburn South Community Bank

Bolton Clarke Research Institute

Boorndawan Willam Aboriginal Healing Service (BWAHS) 

Box Hill Hawks Football Club

Box Hill RSL

Box Hill Superclinic 

Brand Smart

Centre for Culture, Ethnicity  & Health

City of Frankston

City of Hume

City of Whitehorse

Commonwealth Department of Health

Community Health Collective 

Connect4Health 

Deakin University

Department of Health and Human Services Victoria

Dental Health Services Victoria

Department of Justice

Diabetes Victoria

EACH

Eastern Health

Eastern Health Endocrinology Department

Eastern Health Heptology Department

Eastern Health Oncology Department

Eastern Health Mental Health Services

Eastern Health Podiatry Department

Eastern Melbourne Primary Health Care Collaborative

Eastern Melbourne Primary Health Network (EMPHN)

Eastern Metropolitan Regional Diabetes Initiatives Steering 
Committee

Eastern Metropolitan Regional Oral Health Network 
(EMROHN)

Eastern Volunteers Resource Centre

Eileen & Anne Foote Trust 

Headspace

Healesville Indigenous Community Services Association 
(HICSA)

healthAbility

Inclusion Melbourne

Inner East Primary Care Partnership

InTouch Multicultural Centre Against Family Violence 

Jack Brockhoff Foundation

Kildonan Uniting Care

LaTrobe University

Midnight Sky

Monash University

Nadrasca

National Australia Bank

NEAMI

North Eastern Melbourne Integrated Cancer Services 
(NEMICS)

Northern Hospital 

Our Watch 

Outcome Health

Outer East Health and Community Support Alliance

Peninsula Health

Priceline Pharmacy Box Hill

Rotary Club of Box Hill

Rotary Club of Box Hill Central

Rotary Club of Forest Hill

Rotary Club of Nunawading

Save the Children 

Spark Strategy

Swinburne University

Swisse Wellness

The Avenue Neighbourhood House

The William Henry & Vera Ellen Houston Memorial Trust

Thirst Creative

Tweedle

University of Melbourne

University of Newcastle

Vic Beam

Volunteering Victoria 

Wheelton Philanthropy 

Whitehorse Business Group

Whitehorse Community Chest

Whitehorse Rotaract

William Buckland Foundation

Women’s Health East

The relationships we have with our funders and partners are crucial to creating a 
stronger organisation and improving the health and wellbeing of the community.

Photography: Amy Piesse 
Design: Thirst Creative

Some names and identifying 
details have been changed 
to protect the privacy of 
individuals.

43 Carrington Road
Box Hill  VIC  3128
T:  03 9890 2220
E: info@carringtonhealth.org.au

ABN 95 673 440 273
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