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I am pleased to present the NSW Ambulance 
Strategic Priorities 2018-19. The Strategic Priorities 
link directly to those of NSW Health, and build on the 
foundations laid by the NSW Ambulance Strategic 
Plan 2015-17.

For 2018-19 the NSW Ambulance Executive have 
identified five Strategic Priorities:

1. Clinical Safety & Quality 

We will provide world class clinical care

2. People & Culture 

We will develop and support our people and 

culture

3. Governance & Accountability 

We will build robust governance

4. Infrastructure 

We will deliver future focused infrastructure and 

strategic commissioning

5. Digital Health & Data Analytics 

We will enable eHealth, health information and 

data analytics

I would like to acknowledge the commitment of the 
NSW Ambulance staff who have taken opportunities 
to engage with their Managers in formulating these 
priorities and resulting Enabling Plans. It is through 
your willingness to enthusiastically invest in the 
ongoing improvements and future of NSW Ambulance 
that has led to the development of five Strategic 
Priorities that are relevant and contemporary in a 
rapidly changing environment.

Dominic Morgan ASM
Chief Executive

“The NSW Ambulance Planning and 
Performance cascade will provide our 

staff and our stakeholders with the 
framework for how we will work together 

to achieve or vision of excellence in care.” 

Message from the Chief Executive
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With the patient at the centre of what we do, we 
deliver a range of services in retrieval and out of 
hospital medical and emergency care to ensure 
patient needs are met, wherever they may be. 

NSW Ambulance provides a gateway for patients to 
access the health system. Predominately this is in 
the form of emergency response with lights and siren 
or time sensitive responses to patients. For some 
patients there is an ability to plan the transition of care 
that we provide, for example in the areas of medical 
retrieval, inter-hospital transfers and health related 
transports.

Contiguous with providing a gateway for patients, 
NSW Ambulance provides a ‘safety net’ within the 
health system to assist in improving patient flow and 
connecting patients through alternate and integrated 
care pathways and the provision of non-emergency 
advice and referral.

Five key business enablers support the delivery of our 
services:

• Strong clinical governance that ensures the 
provision of safe, quality services for patients.

• Using digital health and data analytics to 
ensure we provide care that is informed by 
evidence.

• Modern and purpose-built infrastructure that is 
matched to demand.

• A strong people focused culture where staff 
wellbeing, resilience and safety is paramount.

• Building strong governance and accountability 
that fosters streamlined decision making and 
ensures every member of the organisation is clear 
about their role.

What We Do



NSW Ambulance Strategic Priorities 2018-2019 6

PEOPLE & CULTURE
We will develop and support our people and culture

INFRASTRUCTURE
We will deliver future focused infrastructure  
and strategic commissioning

DIGITAL HEALTH & DATA ANALYTICS
We will enable eHealth, health information  
and data analytics

CLINICAL SAFETY & QUALITY
We will provide world class clinical care

GOVERNANCE & ACCOUNTABILITY
We will build robust governance

Strategic Priorities 2018-2019
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The NSW Ambulance Strategic Priorities 2018-2019 are closely aligned with those of NSW Health, and build 
on the foundations laid by the NSW Ambulance Strategic Plan 2015-17.

Each Strategic Priority is represented by an Enabling Plan sponsored by a nominated Executive Director. By 
a series of clearly articulated objectives and deliverables the Enabling Plans provide clear direction on what 
needs to be achieved in the 2018 and 2019 Work Plans of each Directorate.

A similar cascade approach is applied in the setting of Annual Service and Performance Agreements 
both internally and by NSW Health. The objectives and deliverables of the Enabling Plans will be built into 
Performance Agreements of the Executive and where appropriate the Professional Development Plans of 
Managers and their staff.

State Plan
NSW 2021

NSW Premier’s
Priorities

NSW State 
Health Plan
Toward 2021

NSW Health
Strategic Priorities

2017-2018

NSW Ambulance
Service Agreement
with NSW Health

2017-18

NSW Ambulance
Strategic Priorities

2018

Chief Executive
Performance Agreement 

with NSW Health 
Secretary 2017-18

NSW Ambulance
Enabling Plans 2018

Executive Directors
Performance

Agreements with Chief
Executive 2017-18

Professional
Development Plans

2018 Directorate Work
Plans
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The Executive Sponsor is accountable for achieving 
the stated deliverables of their Strategic Priority 
Enabling Plan. Each directorate will be required 
to provide the Executive Sponsors with quarterly 
updates on the progress of their Work Plan activities.

Each quarter there will be an addendum to the 
Executive Leadership Team meetings where Executive 
Sponsors will report to the Chief Executive on any 
risks to the achievement of the priorities in the 
Enabling Plans and the mitigation strategies in place.

The Chief Executive will use this to inform the 
quarterly NSW Health System Strategy meeting as 
outlined in the NSW Health Strategic Priorities 2017-
18 document.

• Clinical Operations 
• Aeromedical Operations

• Clinical Systems Integration
• People & Culture

• Finance, Performance & Assets
• Engagement & Corporate Governance

WORK PLANS

• Clinical Safety & Quality
• People & Culture

• Governance & Accountability
• Digital Health & Data Analytics

• Infrastructure

ENABLING PLANS

Executive Leadership Team 
Strategic Priorities Quarterly 

Progress Meeting

NSW AMBULANCE

Health System Strategy Meeting 

NSW HEALTH

Measuring & Monitoring Success
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PROVIDE WORLD CLASS INTEGRATED CLINICAL CARE

NSW Ambulance Strategic Priority: Clinical Safety and Quality 

NSW Ambulance Executive Sponsor: Clinical Systems Integration

NSW Health
Objectives

NSW Ambulance Objectives NSW Ambulance MeasuresNSW Ambulance Deliverables

2.1 Continue to
embed quality 
improvement to

ensure safer 
patient care

2.2 Deliver better
value care

3.4 Transition to
NDIS

5.4 Enable the 
research 

environment

5.3 Make NSW a
global leader in

clinical trials

2.4 Ensure timely
access to care
with a focus on
emergency and 

Ambulance
Performance

3.1 Re�ne 
emerging models
of integrated care

for broader
implementation

in the community

1.1.1 Finalise the NSW Ambulance
Quality & Safety Framework

Formalised Quality & Safety Framework 
is approved for implementation

ims+ access data indicating appropriate
access for all staff

High compliance against the NSW
Ambulance Service Agreement

Programs reviewed and appropriate
action taken

Appropriate response upon identi�cation
of impact to NSW Ambulance

The establishment of a Service and
Performance Agreement

Reporting that identi�es the use of
alternative pathways

The programs are brought together in a
formalised integrated care framework

Successful introduction of community-
based programs

Complete and accurate linked
ambulance data will be provided

Safe Introduction of the Patient 
Focused-Disability Inclusion Plan

Research applications are approved in
line with the agreed KPI

Utilisation of NSW Ambulance datasets 
in linked data projects

Formal evaluation of the models of care

1.1.2 Access to ims+ for all staff and
access to ims+ management
for relevant users

1.1.3 Implement KPIs and monitoring
for safety and quality

1.3.1 Patients access appropriate care
and/or destinations

1.4.1 Implement a framework that 
addresses the health needs of patients

1.4.4 Successful implementation of new
models of care

1.5.1 Prepare NSW Ambulance to
support the NDIS

1.6.1 Ensure clinical trials are approved
in a timely manner

1.7.1 NSW Ambulance will assist external
researchers with EPA data set

1.4.2 Respond to the health needs of
NSW outside of the traditional paramedic
role

1.4.3 Establish linked data sets for the
purpose of monitoring, and evaluation
of health care interventions

1.2.1 Review the eight better value care
initiatives with regards to ambulance
practice

1.2.2 Review the outcomes to determine
impact of better value care initiatives on
NSW Ambulance

Implement the essentials of the Quality &
Safety Framework

Implementation of ims+

Monitoring of new and existing KPIs for
safety and quality

Support LHDs to implement the eight 
better value care initiatives

Evidence the outcomes from social impact
investment and better value care

Remodel the Service and Performance
Agreements

Identify and systemise alternate pathway
destinations for ambulances

Identify the potential NSW Health role in
community care

Develop capability to adopt new models of
care

Improve Clinical Trial approval timeliness

Enhance research access to linked data

White �lled sections indicate direct correlation to NSW Health Strategic Priorities 2017-18 

Support NDIS readiness

Launch an Integrated Care framework to
articulate a vision from birth to end of life
across health and social settings

Scale up data linkage to integrate primary
care and LHDs/SNs and drive shared care
and co-commissioning

1.2.3 Develop a Service Level and
Performance Agreement that articulates
expected performance

Provide World Class Integrated Clinical Care
NSW Ambulance Strategic Priority: Clinical Safety and Quality

NSW Ambulance Executive Sponsor: Clinical Systems Integration



NSW Ambulance Strategic Priorities 2018-2019 10

DEVELOP AND SUPPORT OUR PEOPLE & CULTURE

NSW Ambulance Strategic Priority: People & Culture

NSW Ambulance Executive Sponsor: People & Culture

NSW Health
Objectives

NSW Ambulance Objectives NSW Ambulance MeasuresNSW Ambulance Deliverables

2.1.2 Decrease in the number of events
that affect the wellbeing of staff

Decrease in number of compensable
claims lodged and a reduction in tail
claims

Decrease in reported occupational
violence events

Reduction in the number of workplace
mental health injuries

The wellbeing initiatives are developed
and delivered

Improved results in relevant questions
within the People Matter Employee
Survey

Reduction in Annual Leave liabilities

HCM tools are in place and staff are
trained in their use by 2019

90 per cent of available staff have had 
a performance review within the last
12 months

Plan is developed and implemented

The Aboriginal Workforce as a
proportion of total workforce across all
salary bands will be 1.8 per cent by 2020

Reduced number of staff that witness 
or experience workplace bullying per
People Matter Employee Survey

Improved results in relevant questions
within the People Matter Employee
Survey

2.1.2 Increase awareness of individuals
as the primary risk asessor for their own
safety

2.1.3 Improve mental health resilience
and reduce the severity of a diagnosis

2.3.1 Implement ROB system including
PDP and talent management program

2.3.2 Access the NSW Public Sector 
Commission Managing for Performance
Program for local delivery

2.4.1 Develop a NSW Ambulance
Diversity and Inclusion Plan

2.4.4 Reduction in the real and perceived
experiences that are regarded or
reported as bullying

2.4.2 Build on NSW PSC Aboriginal
Employment Strategy to deliver the 
NSW Ambulance Aboriginal Workforce
Plan

2.4.3 Increase the representation of
women accross all salary bands

2.1.4 Oversight implementation of NSW
Government $30m Wellbeing Investment

2.2.1 Improve the capabilities of 
NSW Ambulance staff to lead and 
manage

Focus on people’s awareness of their
own safety at work

Develop and deploy tools to help people
undertake risk assessments

Deliver best practice, evidence based 
mental health and wellbeing programs to all
staff

Continue reform of Ambulance work
practices

Launch new program for the next generation
of leaders and managers

Build capability of managers to roster more
effectively

Complete roll out of Human Capital
Management systems including recruitment
and onboarding (ROB)

Develop a whole of system culture and
diversity framework and align to all
strategies

Upon development, deploy new NSW Health
policy on anti-bullying

White �lled sections indicate direct correlation to NSW Health Strategic Priorities 2017-18 

Promote the participation of women across
all areas of NSW Ambulance

Embed PDP into the culture of NSWA staff

Increase the participation of Aboriginal
employees to Close the Gap and deliver
culturally sensitive healthcare

2.2.2 Prepare NSW Ambulance for the
introduction of the State Based 
HealthRoster Build

4.4 Improve 
health safety 
and wellbeing

at work

4.3 Develop
effective health

professional
managers and

leaders

4.1 Right People,
Right Skills, 

Right Time: to
grow and 

support a skilled 
workforce

4.2 Foster a
Culture that
re�ects our

CORE values and
respects our

diversity

Develop & Support Our People & Culture
NSW Ambulance Strategic Priority: People & Culture

NSW Ambulance Executive Sponsor: People & Culture
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BUILD ROBUST GOVERNANCE

NSW Ambulance Strategic Priority: Governance & Accountability

NSW Ambulance Executive Sponsor: Engagement & Corporate Governance

NSW Health
Objectives

NSW Ambulance Objectives NSW Ambulance MeasuresNSW Ambulance Deliverables

8.3 Embed a new
approach to

strategic planning
and the Ministry’s

role as system
manager

8.4 Deliver
effective

regulatory,
governance and
accountability

Establish sound 
audit and risk 
management 

processes

Ensure that 
stakeholders

understand the 
role & function of 
the organisation

A system is in place to ensure that 
policies and procedures are 
documented, endorsed, reviewed 
and readily accessible

The Internal Audit Plan is aligned with 
NSW Ambulance’s strategic objectives 
and risks

An Audit and Risk Management 
committee for the organisation is 
established and meets regularly

Enterprise risks are understood, 
reported and monitored at all levels of 
the organisation

Reach of campaigns targeted at 
educating the community that abuse
 towards staff is unacceptable

3.1.1 Develop and set the strategic 
priorities for the organisation

3.1.2 Clarity over roles and 
responsibilities for delivering the 
strategic priorities

3.1.3 A target structure that fosters
integration and prevents siloed working

Strategic priorities agreed and 
documented

Strategic priorities are communicated 
and embedded into directorate business 
plans detailing unit responsibilities

Structure approved by the Secretary 
NSW Health

Ensure the strategic priorities for the 
organisation are set

Communicate and embed strategic 
planning into BAU business planning

Transitioning to a new �t-for purpose 
organisational structure

Ensure robust legislative and regulatory 
compliance

Ensure the delivery of an internal audit 
function

Ensure a robust framework for assurance 
across the organisation

Oversight of the Risk and Audit Governance 
Committee

Embed enterprise risk management across 
the organisation

Ensure NSW Ambulance is engaged with 
the community

Ensure the community is aware of issues 
pertaining to violence towards paramedics

Drive and align community communications
highlighting non-emergency options

Assess and deliver changes to alignment 
of governance processes with strategic 
plans

Establish state-wide governance across 
clinical and non-clinical education and 
training

White �lled sections indicate direct correlation to NSW Health Strategic Priorities 2017-18 

Establish a framework for a coordinated 
approach to the implementation of 
training and development

3.2.1 Well de�ned governance and
accountability across the organisation

3.2.2 Responsible business units work 
together to deliver a coordinated 
approach to education and development

3.2.3 Provide assurance to the Chief
Executive that NSW Ambulance is 
complying with all relevant legislative 
and regulatory requirements

3.2.4 Staff are clear on the policies
and procedures of the organisation to 
support their decision making

3.3.2 A continually reviewed and
updated Assurance Map to complement 
risk management strategies

3.3.3 Independent oversight over the
organisation’s risk management and 
audit functions that fosters continuous 
improvement

3.3.1 Establish and maintain an effective 
internal audit function

3.3.4 Risk management is embedded
into the culture of the organisation

3.4.4 The community is aware of and 
understands the achievements of the 
organisation

3.4.1 Consumers and the community 
are engaged with the organisation

3.4.2 A community that understands the 
role of NSW Ambulance and the wide 
range of treatment pathways available

3.4.3 Combating abuse of staff

Ensure the performance of the organisation 
is communicated to the community

Better clarity over the roles and 
responsibilities of individuals and 
committees

The legislative and regulatory obligations 
of the organisation are identi�ed and 
understood; and responsibilities for 
compliance are allocated

The Assurance Map is aligned with the 
Strategic Risk Register, includes current 
assurance activities and is used to inform 
the Internal Audit annual planning process

Systems and processes are in place to 
ensure that consumers and the 
community are involved in, and 
understand, the clinical capability of NSW 
Ambulance and the services it provides

Reach of campaigns targeted at 
educating the community about NSW 
Ambulance and saving Triple Zero (000) 
for saving lives

NSW Ambulance Year in Review is 
completed

Ensure compliance with both NSW Health 
and organisational policy

Build Robust Governance
NSW Ambulance Strategic Priority: Governance & Accountability

NSW Ambulance Executive Sponsor: Engagement & Corporate Governance
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DELIVER FUTURE FOCUSED INFRASTRUCTURE & STRATEGIC COMMISSIONING

NSW Ambulance Strategic Priority: Infrastructure

NSW Ambulance Executive Sponsor: Finance, Performance & Assets

NSW Health
Objectives

NSW Ambulance Objectives NSW Ambulance MeasuresNSW Ambulance Deliverables

4.1.2 Develop an Asset Management Plan 
for critical physical assets including a 
Property Plan (property strategic pro�le)

4.1.3 Develop and implement a NSW 
Ambulance Contestability Policy

A Policy framework for Strategic and 
Service Commissioning is in place

An implemented Asset Management Plan

Demonstrated application of the 
Contestability Policy

Develop, prioritise and implement the 
agreed strategic commissioning program

Leverage and coordinate a Community of 
Practice for commissioning

Build capability in the management of 
outsourced relationships and commercial 
arrangements

Deliver building program work in progress.

BCPs are prepared and tested

Deliver networking infrastructure including 
Health Wide Area Network (HWAN) and 
hotspots

Scope and design Information and 
Communication Technology (ICT) Statewide
Integration Platform.

Delivery of BCPs for each work site 
inclusive of a framework for testing and 
annual review

Implement the facility management 
framework to drive a more strategic 
approach to maintenance

4.2.1 Commissioning of HWAN at NSW 
Ambulance sites per the project plan

4.3.1 Implement Asset Facility 
Management (AFM) On-line into NSW 
Ambulance

4.3.3 Business Continuity Plans (BCPs) 
are in place for all work sites

4.2.3 Ongoing delivery of:
•  SAMIS and RAIR (EPA)
•  Building Conditions Reports Work     
    Program
•  Asbestos Remediation Program

4.2.2 Complete the ICT Strategic Review 
and evaluate the recommendations to 
design and implement the NSW 
Ambulance ICT operating model

4.3.2 Lifecycle methodology applied to 
infrastructure assets (planning, 
acquisition, operation, maintenance, 
renewal and disposal)

4.2.4 Progress the State Critical 
Infrastructure Plan and the Connected 
Clinician Plan. Use the NSW Ambulance 
Asset Strategic Plan to inform and 
support investment decisions

Progress business cases and investment 
decisions

Align tools and approaches for whole of
lifecycle asset management

4.1.1 Develop and implement a Strategic 
Commissioning and Service 
Commissioning Plan

Completion of:
•  2017/2018 SAMIS and RAIR program
•  Priority 1 works of Building Conditions  
    Report
•  2017/18 Asbestos Remediation works

Achievement of the AFM On-line project
milestones

Better plan capital requirements based 
on NSW Ambulance current and future 
needs

White �lled sections indicate direct correlation to NSW Health Strategic Priorities 2017-18 

Capital - Variation against approved 
budget (%) (KPI)

Capital - Variation against approved 
budget (%)

Capital - Variation against approved 
budget (%) 
Funding is secured for priority areas 
within the Asset Management Plan

7.2 Utilise strategic 
commissioning 
more effectively

7.3 Deliver agreed 
infrastructure on 

time and on 
budget

7.3 Deliver agreed 
infrastructure on 

time and on 
budget

Deliver Future Focused Infrastructure &  
Strategic Commissioning
NSW Ambulance Strategic Priority: Infrastructure

NSW Ambulance Executive Sponsor: Finance, Performance & Assets
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ENABLE eHealth, HEALTH INFORMATION & DATA ANALYTICS

NSW Ambulance Strategic Priority: Digital Health & Data Analytics

NSW Ambulance Executive Sponsor: Finance, Performance & Assets

NSW Health
Objectives

NSW Ambulance Objectives NSW Ambulance MeasuresNSW Ambulance Deliverables

5.2.1 Consume eHealth services where 
appropriate

5.2.3 Implement the use of Procure IT 
v3.2 as the tool for all IT procurement

Services implemented with agreed SLA

Recommendations implemented as 
agreed

Set targets and direction for state-wide 
shared service adoption

Clarify the custodian, role and value for 
money bene�ts of each shared service

5.4.1 Develop Business Cases to meet 
the needs of the Asset Strategic Plan

Progress delivery of Electronic Medical 
Records (eMR) enhancements

Sites closed
Engage eHealth to move all ICT assets to 
the GoV DC

5.3.3 Transition to contemporary and 
integrated nextgen eMR solution

5.3.1 Closure of the Rozelle, Rydalmere 
and St. Leonards hosting sites

5.3.2 Retire eTime and redundant 
aspects of MyShift 100 per cent usage of HealthRoster

Forward 5-year and 10-year capital 
and recurrent program approved and 
funded

5.1.1 Improve data processes, 
governance, policies, standards, tools, 
access and knowledge

5.2.2 Work with eHealth to identify 
strategic priorities and maximise shared 
services

All contract have procurement plan 
approved and use Procure IT

Commence delivery of analytics tools for 
corporate functions: workforce, 
procurement and �nance

Tighten the approach and accountabilities 
to major equipment procurement and 
integration

•  100 per cent usage of eMR
•  Improved data quality and usefulness
•  Increased revenue
•  Evidence contributions to inform 
    clinical practice

•  Increase in data usage for decision 
    making
•  Improved data governance & 
    custodianship
•  Implementation of Qlikview platforms 
    for Operational and clinical data

Implement HealthRoster

Identify funding gap in current and forward 
years and identify strategies to address

White �lled sections indicate direct correlation to NSW Health Strategic Priorities 2017-18

6.3 Enhance data 
management, 

analytics & health
intelligence

8.5 Drive 
system-wide use 
of health shared 

services

6.2 Foster eHealth 
solutions that 

support integrated 
health services

8.1 Secure 
�nancial bene�ts 
to meet Health’s 

strategic directives

Enable eHealth, Health Information &  
Data Analytics 
NSW Ambulance Strategic Priority: Digital Health & Data Analytics

NSW Ambulance Executive Sponsor: Finance, Performance & Assets
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