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Strategic Plan 2017-22

► AV’s five year Strategic Plan was approved by the Minister 

for Ambulance Services in June 2017, following consultation 

with AV people, partners and the community.

► AV provide biannual updates to the Board on progress 

against the Strategic Plan.

► This progress update is placed on the AV website (post 

approval by Board) to highlight the performance and 

achievements of the organisation in the previous six 

months.

► Delivery of the strategy has been impacted by COVID-19 in 

2020, however AV have undertaken new initiatives in 

response to the pandemic whilst continuing to progress key 

commitments.



► Introduced the 24/7 Resource and Performance Hub with oversight of health services 

statewide.

► Clyde North Peak Period Unit successfully delivered in September 2020.

► Commissioned four new branches at Waverley, Dandenong, Kew and Watsonia in 

partnership with the Victorian Health & Human Services Building Authority, and a new 

leasehold facility for the Burwood Branch (formerly known as Vermont South).  Commenced 

construction of a new Balmoral Branch, co-located with the Balmoral Bush Nursing Centre 

and is due for completion in March 2021.

► Commenced the design phase for a second Mobile Stroke Unit in Melbourne.

► Enhanced the Adult Retrieval Victoria system to enable it to coordinate beds and equipment 

across 191 ICU hospitals nationally.

► Completed year two of the Best Care Innovation Fund projects building staff capabilities in 

improvement and innovation.

► Developed the year two workplan for the Cultural Safety and Equity Working Group, building 

cultural safety awareness, strengthening commitment to diversity and inclusion, and 

measurement and monitoring of improvement.

► Developed patient experience videos with consumers with lived experience of mental illness 

to inform AV’s mental health improvement portfolio and staff training to improve care and 

responses.

► Developed the Complex Care Needs Triage process and cross divisional working group to 

enable rapid triage and appropriate referral pathways for those patients with highly complex 

care needs.

► Embedded and enhanced the new consumer feedback model through improved system 

training and education at local levels to rapidly respond to and address complaints and 

feedback, using them to learn and improve.

STRATEGIC PLAN PROGRESS – YEAR 4



► Launched the TelePROMPT pilot, in partnership with Eastern Health and DHHS, to improve 

care for Victorians who call Triple Zero (000) in a mental health emergency by connecting them 

with the best pathway of care for their needs. In the first three weeks, of the 150 patients that 

were triaged via the TelePROMPT service, 72% avoided unnecessary transport to an 

emergency department and were provided with alternative care.

► Designed AV’s first consumer register including a consumer induction program to improve and 

maintain partnerships with consumers to support service design through the Patient Care 

Academy, governance and project committees.

► Shocktober, Ambulance Victoria's most prominent public health campaign for 2020, launched 

on 1 October. Over the month, AV delivered more than 350 community engagement sessions, 

reached in excess of 700,000 people via social media channels, and 113,000 Victorians tuned 

in to our live Facebook session to acquire the skills to perform CPR. An additional 231 AEDs 

were registered, the GoodSam program was reactivated to coincide with Restart a Heart Day 

activities. 

► AV was awarded the Resilient Australia Award (Victoria category) for its work on the Heart Safe 

Communities project. The Awards recognise those who make an outstanding contribution to 

improving community resilience. 

► AV and Scope have signed a partnership agreement to commence development of a 

communication access tool to improve the patient experience for those with complex 

communication needs. The project is funded with a grant from the National Disability Insurance 

Agency, and includes training in the effective use of the tool.

► AV’s acknowledgement of the community’s contribution to the state’s containment of COVID-

19, “Thank you, Victoria”, became a viral moment in July, delivering a 10.4% increase in social 

media impressions with posts appearing 2.82 million times across Twitter, Facebook and 

Instagram. The campaign video, which reinforced AV’s partnership with the community and 

built on previous #better together campaigns, was picked up by the Nine Network.  The Today 

Show’s story was syndicated by 38 stations, and the A Current Affair story was broadcast on 

36 stations across the nation. 
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► Adapted Workplace 2.0 stress management and resilience program for prevention and early 

intervention to an online program.

► Re-launched the AV Learning Hub platform, including hundreds of refreshed educational 

packages to enable self led learning and development.

► Expanded Wellbeing and Support Services, including VACU network, peer support, pastoral 

care, and programs such as Mindarama and Upstander.

► Commenced implementation of the Centre for Employee Experience and Wellbeing and 

implementation of the People Capability Leadership Framework.

► Launched the Upstander Pilot aiming to address those more subtle forms of inappropriate 

behaviour and challenge team cultural/social norms by upskilling bystanders to play an active 

role in challenging and managing workplace behaviours.

► Launched the Leading Together Program designed for Managers and Directors across 

Operations and Corporate teams in November 2020. The Program has a strong focus on 

leadership for organisational impact, and is aligned to the Leader Behaviour Framework and 

Operational Accountability Framework.

► Launched ‘CoachMe’ program providing an optional development pathway with internal 

coaching. The solution has established seven formal coaching partnerships, which are 

monitored and supported.

► Launched the Quarterly Leadership Development Forums in November 2020, with the topic of 

Organisational Storytelling for impact and influencing.

► Launched new COVID-19 communication channels inform our people of the latest scientific and 

epidemiological developments, explain AV's response to the pandemic and support the adoption 

of COVID-safe processes and practices. 
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► Implemented the electronic transfer capability of VACIS Patient Care Records (e-PCR) and 

successfully trialled with EDs including Northern, Austin, Royal Melbourne, Royal Women’s 

and Royal Children’s. This new capability will remove the need for AV Paramedics to print and 

hand over paper-based PCRs saving significant clear time at Hospitals for patient care. 

► Continued developing new capabilities and technologies to transform AV operating model to 

deliver exceptional patient experience in the following systems and services: AV Health Hub’s 

Customer Relation Management (CRM) platform evaluation, Predictive Analytics Phase 1, 

Ambulance Arrivals Board (AAB), Analytical Reporting to support COVID-19 operations.   

► Continued to focus ICT resourcing to successfully deliver 24x7 support to all ICT users to 

keep the organisation working during throughout all Victorian Government COVID-19 

restrictions and lockdowns.

► Successfully migrated the AV Contact Centre solution to a new high-performance Cloud-

based Genesys platform, covering various business functions within AV: Operations 

Paramedic Absentee Call Takers, Corporate Services Accounts Receivables and ICT Service 

Desk.   

► Continued to enhance Cybersecurity Safety culture across AV with ongoing implementation of 

DHHS Cybersecurity controls and the release of an updated Cybersecurity Training program 

for AV staff in November 2020. All of these achievements have contributed to the outcome of 

successfully protecting AV against increasing Cybersecurity threats and no data breaches in 

FY20/21 H1.

► Commenced a 10-year Power Purchase Agreement enabling our larger sites to run on 

renewable energy, and participated in a net zero ambulance branch design studio with the 

University of Melbourne (supported by an Australian Renewable Energy Agency grant).

► Commenced detailed climate risk assessment and climate future scenarios engagement to 

inform planning of AV’s first Climate Adaptation Plan.

► Awarded the Silver award for Renewable Energy and Gold award for Climate Leadership from 

Health Care Without Harm.
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