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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.

► The AV Board approved the 2019-20 Annual Plan
supporting delivery of year three of the Strategic Plan.

► 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
the first half of 2020, however AV have undertaken new
initiatives in response to the pandemic whilst continuing to
progress key commitments.

STRATEGIC PLAN PROGRESS – YEAR 3

►

Developed a strategic narrative establishing the Health Hub vision and enabling clearer
communications to key stakeholders, established multi-site business continuity for
Referral Services to support social isolation of communications staff, and implemented
roster changes to improve demand management strategies in light of COVID-19.

► Established a 24/7 Resource Hub operation to enable a statewide focus for better
management of ambulance hospital interface and improved resource availability.

►

Established 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.

►

Implemented year two of the Best Care Innovation Fund to continue to build staff
capabilities in improvement and innovation.

►

Developed the AV Best Care Mental Health Responses Plan to improve AV’s care of
mental health presentations.

► Embedded a new consumer feedback model and a redesigned patient safety review
system to rapidly respond to and address complaints, feedback and patient safety
incidents, using them to learn and improve.

►

Adapted our Clinical Response Model to support our ability to manage extreme workload
demands, including potential COVID-19 peaks.

►

Fast tracked the recruitment of an additional 90 paramedics to build our workforce
capacity and redesigned AV’s induction program to be delivered remotely and virtually
welcoming new recruits to AV.

STRATEGIC PLAN PROGRESS – YEAR 3

►

Extended the GoodSam program to include over 11,000 responders.

►

Developed the AV Community and Consumer Engagement Plan 2020–22, with an
increased focus on the community and consumer voice being at the heart of everything
we do.

►

Established the Patient Care Academy to bring together subject matter experts,
including staff, consumers and system partners, to design and test improved models
and pathways of 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.

►

Established 17 new Heart Safe Community sites across Victoria.

►

Continued work on our Customer Relationship Management (CRM) system, including
progressing proof of concept activities.

► During the bushfires, coordinated a state-wide response to relocate vulnerable
members of the community away from danger zones and worked alongside our
emergency services and Defence colleagues to reach those in isolated areas.

►

Led by the Emergency Management team, responded to other code orange events
including the Mount Disappointment rescue, as part of our commitment to serve the
Victorian Community.

► Together with Australian & New Zealand Intensive Care Society, expanded AV’s
Intensive Care Unit (ICU) coordination platform nationally, providing a single source of
truth for managing ICU resources Australia-wide in response to COVID-19.

►

Developed a new system that links public and private hospital, to assist Adult Retrieval
Victoria and doctors to track bed and ventilator capacity in real-time during COVID-19.

STRATEGIC PLAN PROGRESS – YEAR 3

►

Successful implemented SMART 2.0 to all AV employees and volunteers, designed to
help manage psychological wellbeing and build resilience.

►

Introduced AV’s Family Wellbeing Program with the introduction of the ‘Family Safe
Space’ website developed by AV family members, for AV family members to educate,
inform and support the people around us at home.

►

Established an employee advisory group with 100 participants to act as the voice of the
workforce to improve the experience for all who work and volunteer with AV.

►

Partnered with Western Health developing a Behaviours of Concern checklist to assist in
identifying and predicting violent behaviour. Using the checklist, in addition to our
established clinical expertise, will improve our response to Occupational Violence risk.

►

Introduced the AV Bushfire Support program offering practical support and measures for
those who have been personally impacted or those working in and around these harsh
environments.

►

Developed and delivered of a suite of communication tools providing daily updates and
facilitating conversations throughout COVID-19, and focused on the wellbeing by creating
processes, tip sheets and providing support to our people.

►

Established 24 Paramedic Support Hubs at major hospitals to assist the operational
workforce during COVID-19.

►

Accelerated the implementation of digital collaboration and cybersecurity tools to enable
our people in non-clinical roles to work from home, allowing them to feel safe and
connected and continue to perform their critical roles.

►

Developed and delivered of a suite of communication tools providing daily updates and
facilitating conversations throughout COVID-19.

STRATEGIC PLAN PROGRESS – YEAR 3

►

Implemented the first year of the Social and Environmental Responsibility Action Plan,
including defining a pathway to 2050 for emissions reduction to help reduce the negative
impact of our organisational footprint, and establishing relationships and a change
network with external sustainability stakeholders.

►

Built new ambulance stations in Clyde North and East Bentleigh, with improvements at
our Ocean Grove and Gisborne branches and upgrades to transform 15 single-officer
branches to dual officer crews.

►

Continued building AV’s analytics capabilities enabling business insights and providing
real time decision making support for operational staff. These capabilities will provide
significant efficiency gains for AV as well as realising additional value from legacy
systems by integration and enrichment.

►

Implemented a mobile device management platform providing enhanced security controls
to protect privacy across mobile devices and allows users to access business information
anytime and anywhere.

►

Started a three-year program to replace the aging rural analogue radio network with a
modern digital radio network to improve services for patients in rural and regional areas.

► Commenced rollout of a modern digital workplace, including Microsoft Office 365, Cisco
WebEx and upgrades to video conferencing has enable improved communications and
collaboration across AV & partners to support remote working during COVID-19.

►

Progressed major contractual arrangements securing extensions to both Nurse on Call
and Fixed Wing contracts

►

Completed installation of Telemetry devices to 333 vehicles, providing real-time data
feeds enabling visibility of AV fleet and efficient management of Fleet maintenance.

►

Developed the CAD Sustain impact assessment and work plan to support the
implementation of CAD 9.4 by ESTA

