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1. Introduction

Orbost Regional Health (ORH) is unique in the provision of 56 different health services it
provides under the structure of a Multi Purpose Service; including acute, accident and
emergency, medical, dental, surgical, Home Based Services, Community Services, Aged
Care and obstetric services. ORH strives to meet the community’s need for positive health
outcomes across Far East Gippsland; an area of over one million hectares.

The estimated population of Orbost and District is 8,564 with approximately 2,500 people
residing within the township. The remainder of the population is widely scattered in both
mountainous rural communities, such as Tubbut, Bonang, Bendoc and Goongerah, and the
small isolated coastal townships along Bass Strait of Mallacoota, Bemm River and Marlo.
Other small townships and communities situated along the Princes Highway are Cann River,
Cabbage Tree, Simpson's Creek, Club Terrace and Wairewa.

Orbost Regional Health (ORH) acknowledges the importance of our internal and external
communications and marketing messages so as to enhance our engagement with the
community we serve. Our aim is to provide consistent, standardised messages through all of
our communications, internal and external, in order to increase awareness of and
participation in the services available at ORH and to improve access. We recognise with
pride the importance of ORH to the region and want our communications to reflect our
commitment to providing positive health outcomes.

The Strategic Communications Plan (SCP) covers the period 2008 — 2012 and shall be
reviewed annually. The SCP supports and forms an integral part of ORH’s Strategic Plan
2008-2012; to enhance our reputation, profile our capability and engage with our community
through participation and consultation, and should be read in conjunction with the ORH
Health Promotion Plan and ORH Writing Style Guide.

The purpose of this document is to outline ORH’s approach to communications, both
internally and externally, and to provide guidance for the development of action/project plans.

The planning horizon is three years from 1% July 20009.
Following Executive, CEO and Board of Management approval, all staff will be expected to

incorporate Communications Planning into their annual work plans as part of achieving their
annual deliverables.

Please see; ORH Communications Policy
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2. Purpose, Objectives and Principles

The SCP aims to underpin the improvement of ORH’s vision to achieve its strategic goals for
2008-2012

The objectives of the strategy are:

¢ To better inform the community about the services at ORH

e Improve the recognition rate of ORH services, including access to services for
consumers via signage and brochures.

eTo better inform all stakeholders about ORH to ensure their knowledge and
understanding of ORH’s roles and responsibilities, decisions and activities

e Improve equity of access to ORH services

e Bolster community consultation and partnerships of the highest order to improve
engagement and feedback

e A professional profile of ORH

eTo generate excitement, fun and enthusiasm for redesign, innovation and
improvement

¢ An internal culture whereby all employees work together to communicate positively
and ethically

¢ Assist health service employees with local communication strategies

e Improve customer service

¢ Provide a central point for information flow

e To consolidate the Submissions Planning Group with the Communications Planning
Group to ensure all external applications / submissions are consistent with the
communication strategy and of the highest quality.

¢ To inform the wider Health Care Community of ORHs successes

e Ensure internal communications are optimal in order to inform employees and enable
them to deliver the best possible service.

The principles behind the strategy are:

1. Provide accurate, timely, relevant and understandable information to the public
about its policies, programs, services and initiatives.

ORH has a clear responsibility to ensure that information about its policies, programs and
initiatives is disseminated or made available to people throughout our health service
area. Such information is required for access to ORH programs and services.

2. Use a variety of methods to communicate, and to provide information in
formats that accommodate cultural and linguistic diversity (CALD).

ORH recognises that not all individuals or groups within the community are equally well
placed to gain access to the organisations information. A range of communication
channels should therefore be used, appropriate to the information needs and capacities
of the target audience(s).
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3. Engage with the public when establishing priorities, developing policies and
planning programs and services.

Open and responsive communications and a consultative process with the community
are vital for effective public policy development and gaining public support for decisions.
This requires a partnership approach with the community and ensures that ORH
explains, communicates and gets feedback from the community. This will be achieved
through consultation with the Community Advisory Committee.

4. Ensure that ORH is visible, accessible and accountable to the public.

Clear and consistent branding enables the public to recognise ORH activities, and to
improve service to the public by facilitating access to programs and services.

5. Ensure that communications planning, coordination and execution are an
integral component of the strategic management processes of ORH.

Communication programs are integral to decision making, program delivery and effective
partnerships with the community. Internal and external communication requirements
must be identified and met when planning, implementing, managing or reviewing policies,
programs, services or initiatives.

6. Foster a corporate and collaborative approach to communication across the
organisation.

Coordination and collaboration within, between and among departments is imperative to

ensure coherent and consistent communications across the organisation, and to deliver

best value information for our community. This involves working in conjunction with

Executive, MPS Management, policy developers and staff who are involved in

program/service delivery.
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3. Key Stakeholders

Orbost Regional Health’'s commitment to providing high quality services is underpinned by
the need to ensure that positive health outcomes are at the heart of our day-to-day activities
regardless of position or responsibility. The following table sets out Orbost Regional Health’s
main stakeholders and the key communication issues.

The Stakeholder Key issues to evaluate

All stakeholders Branding, reputation; awareness of key
messages.

Current and Potential clients Two-way communications and consultation

including preferred sources of information,
accessibility of information, contact with ORH
by phone, letter, email and face-to-face and
mechanisms for effective consultation and
service development.

Staff Branding, reputation, awareness of; key
health  promotion  activities, use  of
organisational forms and templates, email and
internet usage, induction and training.

The media Branding, reputation, awareness of key
messages, building stronger partnerships, and
ways to increase positive coverage in the
media.

Board of Management and sub committees | Reputation, Effective two way communication,
awareness of key messages,

Suppliers/Partners/Contractors Branding and reputation; ensuring good
relations.
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4. Responsibility for the Communications Function

The Executive and Management are responsible for driving the SCP by actively and
demonstrably applying its principles to all aspects of ORH'’s work.

Implementation occur via the MPS Managers who will;

e Oversee the implementation of the service's SCP

e Plan and share information about key communications activities

e Act as a conduit for good news stories from service areas

e Develop and support guidance and protocols to support consistent communication
across service areas

e Protect and provide guidance on corporate identity

e Enable consumer participation in service delivery

It is the responsibility of each service area to liaise with the MPS Managers and the other
staff in their service areas when planning communications requirements to ensure
consistency organisation wide.

It is the responsibility of the Executive to:

e Oversee the implementation of the service’s Communications Plan in their areas of
responsibility and ensure that all staff are aware of the plan

e MPS Managers are responsible for communications, supported by the
Communications Policy

e The Chief Executive Officer and Executive Team shall work with the MPS Managers
to assist in implementing the strategies and actions. Specific project groups may be
required to address certain issues.

e Ensure that communications is considered systematically as part of the annual
strategic planning and individual work plans

The Board of Management shall endorse the plan, including monitoring progress towards
achieving the strategic direction of ORH via regular reporting to the Community Advisory
Committee and ensure appropriate resources are allocated to enable the communications
plan to be implemented.
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5. Evaluation and Review

The Executive overseeing the plan will be responsible for reporting on the progress and
effectiveness of the plan on a six monthly basis to the Chief Executive Officer and the Board
of Management via the Community Advisory Committee. Progress against the plan will be
monitored by assessing the time frame of the deliverables against the projected delivery
dates.

This, and local communications strategies, are to remain dynamic documents, to be
amended as required to reflect newly identified opportunities for improvement, or changes in
the business activities or organisational structure of Orbost Regional Health.

5.1 Current Communications Performance Evaluation

ORH shares information with the community through a variety of ways; newspaper and
radio; the internet via our website and emails; recording anecdotal information about
services; day-to-day contact with clients; casual contact with the broader community.
Internally, communications occur face-to-face, via email, via paper based communications
etc.

At the development of this plan there was no documented communications strategy in place.
A cursory investigation reveals a few areas for improvement;

Inconsistent messages, “Enriching our Communities Health” and “Enriching our
Community’s Health” — we need to decide which it is.

Production standards of some communications can be improved. More attention can be
paid to layout and design.

Informational leaflets and brochures should probably not be photocopied for distribution.
Develop and implement policy and procedures for producing information in accessible
formats, i.e. Internet PDFs etc. Accessibility also covers off use of language that is easily
comprehensible and is accessible to blind and patrtially blind clients.

Consistency and style in both internal and external communication

Development of standard international signage to guide consumers to services.

Website is managed intermittently for purposes such as program promotion and
recruitment.
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STRENGTHS WEAKNESSES
* Conversations with the Community = No common branding of any
Program communications brochures and
* DVD of Orbost and District handouts
* Recruitmentand Retention Plan

No Plan
* | arge workforce Inconsistent messages being sent from
= Networked into local and regional organisation

organisations Community Access limitations

Rescurce Allocation
Limited Marketing Knowledge
Limited Promotional Opportunities

= Obvious Presence in local community
= Project Management Plan

e Risk Analysis

* Quality Centrol

OPPORTUNITIES THREATS

* Unclear or confusing messages

* |solated and disconnected
communities

* Marketing is foreign to Public Health

* Disengaged audience unless health
issue.

e link to other marketing programs

* Coordinate internal campaigns with
local agencies

e Clear messages for External and
Internal Communication Strategies

* Website and Intranet re-development

SWOT Analysis of our current Communication and Information provision.
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6. Communications Projects

It is the purpose of this document to highlight the areas for improvement, projects will be
developed to address the following (this list should not by any means be considered
exhaustive and is subject to change)

a. Organisations Identity
i. Logo
i. Colour scheme / design
ii.  Strengthen Media relations
iii.  Community involvement
iv.  Corporate identity guidelines
b. Accessibility
i. Language
ii. Feedback
iii.  Conversations with the Community
iv. ~ The Community Network
c. Media relations
i. Media enquiries
i. Procedure for handling enquiries
ii. Pressreleases
i. Templates
iii. Advertisements
i. Situations vacant template form
iv. Radio
d. DHS Publications
i.  Human services news / Items of interest for submission and publication
e. External website
i.  Relevant and updated information
ii.  Conversation with the Community
iii. Situation Vacant / Position descriptions /Application Forms
iv.  Promote successes- Going Green for Gippsland etc.
v.  Health Promotion
i. Physiotherapy exercises at home etc
f. Intranet
i.  Training and Induction materials
ii.  Revision of | Drive functions

i. Digital signatures

ii. Fontand font size

iii. Policy for use of

iv.  Group email listings and use of group email

h. Printed Communications/Information Dissemination

i.  Annual report

ii. Pulse Newsletter

iii.  Induction and Training Manuals
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k.

iv. Posters
v. Leaflets and brochures
vi.  Quality of Care Report
vii.  Letters
viii.  Conversations with the Community
ix.  Font uniformity
X.  Large print format
xi.  PDF on website/intranet etc
Health Promotion Strategies (See Health Promotion Plan)
Telephone
i.  Answering the phone — patter
ii.  Training atinduction
iii. Messages for missed calls
iv.  On hold music / information
Interdepartmental communication
Applications, submissions and Tendering

In undertaking these projects it is essential to maintain a consistent brand image, it is
ORHs aim to;

Ensure that all communications are clearly branded as Orbost Regional Health
and is in line with ORHs corporate identity guidelines

Present all communication in plain, easy to understand language

Get consumer input as to relevance and appropriateness.

Pay more attention to production standards, layout and design.

Annual Deliverables have been prioritized based on Strategic Priorities for the financial
year 09-10.

See link; Communications Plan Annual Deliverables 09-10
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7. Planning requirements

All communication must consider these parameters and planning requirements and be
produced in accordance to the Purposes, Objectives and Principles of this SCP.

7.1 Availability and Dissemination of Information

Principles

Orbost Regional health has a duty to ensure that information about programs, services,
initiatives and matters which affect the benefits, rights and obligations of our community
can be readily and easily accessed through a range of communication channels and
tools that take into account the needs of the particular target audience(s) concerned.

Requirements
To meet the information needs of all our community we must ensure that:

e avariety of communication methods are used

e information about Orbost Regional Health’s mission, structure, programs and
services is publicly accessible through our at www.orbostregionalhealth.com.au

e all information is clearly identified as being from Orbost Regional Health

e published information is always available on request

e published information affecting the rights, benefits and obligations of our clients is
delivered in formats that accommodate persons from diverse ethnic or religious
backgrounds or persons with special needs, including literacy levels and sensory
disabilities

e the target audience has a convenient means of contacting the organisation so
that questions, comments, requests for further information or complaints may be
dealt with promptly

e they are aware of the principles of the Freedom of Information Act 1991

e opportunities are available for the public to provide feedback on programs,
services and initiatives, and that such feedback is considered in reviews or
evaluations.

7.2 Cataloguing and securing information

Principles

To ensure current as well as long-term accessibility, communication materials and
published information in all formats need to be well catalogued, easily retrievable and
securely maintained.

Requirements
All departments of the Organisation must:
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e ensure that communications, records, documents and materials in any format are
securely stored and maintained and are easily accessible

e ensure that copies of publications that a department issues, in all formats, are
deposited within the Organisation as appropriate, to ensure long term retention
and access

e maintain a current, comprehensive and well structured identification or
classification ‘records’ system that provides an effective means for organising,
locating, and retrieving published and non-published information

e ensure that all requirements of the Personal Information Protection Act 2004 and
other relevant privacy legislation are met.

7.3 Copyright and licensing

Principles

Copyright law protects a broad range of material resulting from intellectual activity in the
areas of art, literature, science and industry. All departments of the MPS must ensure
that the ownership rights associated with works subject to copyright are fully respected
in all media applications.

Requirements
All departments of the Organisation must:

o comply with the Copyright Act 1968 and the Copyright Amendment (Digital
Agenda) Act 2000

e obtain permission from the relevant copyright owner before reproducing or
communicating any material which has not been created by the Crown

¢ manage the administration and licensing of Crown copyright as per the Crown
copyright: guidelines for administration

e attach Copyright and disclaimer notices: web publishing.

7.4 Publishing

Principles
All departments must facilitate public access to their publications that are available
(whether by sale or otherwise) to the public.

Requirements
Agencies must:

e maintain a register or record of all publications, letters and other communications

e publish all public information first on the internet unless the CEO determines not
to publish on the internet for reasons of high cost relative to the benefit of
electronic accessibility, low usage, high publication complexity, or low suitability
for web delivery

e publish the list of publications produced each year in the Annual Report for that
year

e ensure that all published material includes title of publication, ORH identity (logo),
and, where applicable, standard bibliographic reference numbers (refer to ORH
Style Guide)

* make publications available on request (for purchase if applicable)
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All departments must also ensure that the permission of subjects is gained
(whether they be staff, clients, students or members of the public) when
publishing photographs in agency and/or whole-of-government publications.

See; Photo Permission Form

7.5 Plain language

Principles
ORH'’s obligation to inform the public includes the obligation to communicate effectively.

Requirements

Information about ORH programs and services should be relevant to public needs, use
plain language and correct grammar, and be expressed in a clear and consistent style.

This also applies to internal communications, as well as to information prepared for any
official body, whether delivered in writing or in speech.

See Toolkit: ORH Writing Style Guide

7.6 Meeting diverse needs

Principles

All departments must ensure their publications and other communication materials
depict diversity in society in a fair, representative and inclusive manner and
accommodate persons from other cultures and religions, or with special needs so long
as that depiction represents accurately the cultural diversity of our community.

Requirements

ORH communications must not contain unacceptable language, sexual stereotyping,
and unfair depiction of people in relation to race, ethnic origin and disability.

When planning and executing communications, the means available to communicate
with people from diverse ethnic or religious backgrounds or persons with special needs,
including literacy levels and sensory disabilities, should be considered. This requirement
may involve producing communications in languages other than English, using
captioning, audio tapes, Braille and extra large print etc.

All advertising/community service announcements, videos, digital video discs (DVDs)
and CD-ROMS produced for broadcast by or for the Orbost Regional Health for viewing
by the public must comply with the requirements of the this policy.

Transparent communications involving consultation with, and input by the community,
enhances the community's understanding of ORH programs, activities and strategic
objectives, and assists in managing change.
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Fairness and equity are fundamental principles for ORH information dissemination. With
the increasing diversity of society, communication approaches should take into
account the information needs and capacities of the particular groups concerned, and be
conducted at a level appropriate for their impact on the community.

7.7 Advertising

Principles

ORH advertising is coordinated to support the social, economic and cultural objectives of
the Organisation and to ensure that the public is adequately informed about
organisation’s programs and priorities.

Commercial advertising/advertising features/campaigns

This includes display advertising or advertising features in newspapers, specialist
magazines and trade publications.

Departments should only engage in advertising to communicate a specific message to a
target audience.

As a general rule, advertising should be with advertising funds allocated annually against
identified objectives, target audiences, best value for money, and the most effective
means of delivering the message. Exceptions are advertising requests which may need
to be considered as part of relationship building with organisations, or which promote
attendance at particular events.

Departments are required to consult the relevant Executive/MPS Manager before
publishing advertisements in their print and electronic communication materials.

The Executive Business Support, with approval from the Deputy CEO has responsibility
for coordinating requests for ORH advertising features and for ensuring features and
supplements support overall government objectives.

Non-campaign advertising

‘Non-campaign’ advertising includes recruitment, employment, educational courses and
enrolment, auctions and tenders, announcements, public and statutory notices and
emergency notices.

Print media vacancy notices, tenders and public notices

A contract exists for Advertising — Snowy River Mail for the placement of vacancy
notices, tenders and public notices in a consolidated format in East Gippsland papers.

7.8 Film, video, multimedia and new media

Principles
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The new media, in particular websites, CD-ROMs and interactive kiosks, offer
considerable scope for providing information and two-way communication, particularly
for consultation and engagement with the public; however, ORH must continue to reach,
in a timely manner, members of the community whose access to technology may be
limited, or who prefer to receive information through more traditional means.

Investments in new communications technology must serve to:

e enhance public access to information, programs and services

e achieve efficiencies in the preparation, accessibility and dissemination of
information, while preserving its availability to current and future generations

o foster interactive communications and facilitate public consultation in the
development and delivery of programs, services and initiatives

e improve service performance and integrate service delivery.

Requirements

The production, distribution and evaluation of motion picture films, video tapes, television
programs, TV commercials, interactive videos, CD-ROMs, multimedia and new media
productions should be conducted in accordance with the requirements of this SCP.

All film, video and multimedia productions should be clearly identified as emanating from
Orbost Regional Health (logo).

7.9 Internet and electronic communication

Principles
The internet (World Wide Web, email) is an important tool for providing information and
services to the public 24 hours a day, and for facilitating interactive, two-way
communication and feedback both within Orbost Regional Health and with external
audiences.

The following broad principles apply to ORH websites including intranet site:

1. Public information is to be published online except where the CEO determines
not to publish on the web for reasons of:

a) high cost relative to the benefit of electronic accessibility;
b) low usage;

¢) high publication complexity, or

d) low suitability for web delivery.

2. Details of public information not made available on the web must be able to be
discovered on the web. A brief summary must be provided together with details
on how to access a copy via email, telephone or mail.

3. All web publishing must comply with all laws of the Commonwealth and State
and the common law.

4. ORH must ensure access to, and usability by, the widest possible target
community appropriate to the service or information resource.

5. MPS Managers are responsible for the content and must ensure that the services
and information resources provided via the online environment are comparable in
quality and functionality to those delivered by other means.
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Requirements
To ensure publishing standards and communications requirements are met, ORH will:

clearly identify our websites as being Orbost Regional Health

have our website linked to all relevant health service partners

ensure that information on, programs, services and initiatives published on the
internet is regularly updated, accurate, easy to understand, and accessible in
formats appropriate for people with disability

provide a mechanism on our website for receiving and acknowledging feedback
from the public

provide a means for enabling online interaction with the public, including public
input to program development

respect privacy rights and copyright ownership in all online publishing and
communication in compliance with the Personal Information Protection Act 2004,
Internet and email use in the State Service: Ministerial Direction and the
Copyright Act 1968

ensure that the permission of subjects is gained (whether they be staff, clients, or
members of the public) when publishing photographs on our website

ensure that information published on websites is recorded and archived to assure
long-term retention and the preservation of institutional memory

procure the services of external website consultants and developers in the
development of the website and the intranet

See Toolkit: ORH Writing Style Guide

7.10 Media relations

Principles
For many East Gippslanders the Snowy River Mail is their primary source of news and
information about ORH activities, issues and events.

Media coverage of ORH activities and issues therefore needs to be accurate, timely and
in context.

Requirements
The media relations of the organisation are to be approved by or carried out by the CEO.

To ensure effective media communications, we must:

have a designated unit or officer responsible for managing media activities and
for liaising with the media, this is currently the Executive Business Support as
delegated by the CEO.
have in place internal processes and procedures for responding to media
enquiries and requests
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« identify managers or staff with the knowledge and/or technical expertise to
provide input to media responses or to speak as official representatives of their
department

e provide media training for those managers or staff designated to speak as official
ORH representatives.

7.11 Shows and exhibitions

Principles
Where an ORH presence is required for shows and exhibitions across the region the
Health Promotion Manager coordinates the participation of ORH.

For other shows and expos, ORH should adopt a coordinated approach to participation.

Requirements

Where a number of departments are represented at shows or exhibitions there must be
a unified presence that promotes the common themes and messages of Orbost
Regional Health.

Exhibits and display materials must clearly communicate the ORH brand, identify Orbost
Regional Health and be of the highest possible standard in terms of format and
presentation.

Representatives of ORH must ensure that any services used in the development or
execution of shows and exhibitions are procured in accordance with the Instrument of
Delegation

7.12 Spokespersons

Principles
Spokespersons must respect privacy rights, security needs, matters before the courts,
Government policy, confidentiality and responsibility at all times.

Responsibility for public statements on policies, priorities and decisions lies with the
CEO and the Board of Management

The CEO may assign other people to speak in an official capacity on issues or subjects
for which they have responsibility and expertise.

Requirements
With the exception of CEO, no public statement is to be made or question from the
media answered by anyone in ORH, without approval of the CEO.

To ensure that the requirements of this plan are met, ORH must:

« identify appropriate spokespersons to speak on an agency’'s behalf, including
technical or subject matter experts

e develop, disseminate and maintain in-house protocols regarding designated
spokespersons
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ensure that designated spokespersons receive instruction, particularly in media
relations, to carry out their responsibilities effectively.

7.13 Internal Communications

Principles

Internal formal communication includes, but is not limited to; emails, memos, meetings,
telephone calls etc. The purpose of which is to share information to enable all
employees to contribute towards achieving ORH strategic goals.

Informal communication occurs in everyday conversations within the organisation.

Responsibility for internal communications lies with all employees.

Requirements

Unless something is a commercially or personally sensitive matter it can be (and
is expected to be) communicated in a complete, unambiguous and timely
manner.

Take care to decide what requires formal communication and by whom, and what
can be communicated informally.

Significant information should show who has authorised its release and be
released in all locations at the same time.

Employees should always be able to say what's on their minds without
retribution. ORH is committed to acting on feedback, either with clarifying
communication or relevant action.

Written or electronic messages should be supplemented by face-to-face
communication as necessary.

Important information must be made available to team leaders (MPS Managers)
in a timely manner to enable team leaders to communicate it to their teams.
Information should be flow within the organisation and communicated direct to
employees as appropriate. Refer to; ORH Writing Style Guide

Communication materials (Internal Correspondence) will be provided to
managers, supervisors and team leaders as appropriate.

All communication must be truthful, and the impact and consequences of
communication determined in advance and taken into account.

Information provided to any one person should be also provided at the same time
to all others involved or likely to be interested.

The communication needs of shift employees or employees located in remote
locations should always be considered.

Mischievous communication (e.g. starting or spreading rumours known to be
untrue) will not be tolerated.

For information on presentation of internal communications, please refer to the; ORH
Writing Style Guide
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