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The Wynnum Health Service (formerly Wynnum 
Hospital) is a community health facility located at 
Whites Road, Lota. The service currently provides 
15 general medical and sub-acute inpatient beds, 
six palliative care beds, a three chair dental clinic, 
aged care services, allied health, drug and alcohol 
services and a BreastScreen clinic. A primary care 
clinic also operates from Wynnum Health Service 
between the hours of 8am and 10pm, seven days 
per week. 

In November 2015, the Queensland Government 
approved construction of a new purpose-built 
Integrated Health Care Centre at 2082 Wynnum 
Road, Wynnum (the Project) to replace the existing 
Wynnum Health Service in Lota. 

The Revitalising Wynnum Health Services 
Engagement Plan provides a blueprint for the 
activities and processes employed by Metro 
South Health to effectively engage with key 
stakeholders—including staff, consumers, 
families, communities and other stakeholders—
during the design, planning and implementation 
of the Wynnum Integrated Health Care Centre. 
Engagement has been planned for every stage of 
the project:

Stage 1: Project Conception and Initiation 
July 2012 – October 2012
 » Inform the community, staff and other 

stakeholders of the future strategic direction of 
health services for the Wynnum area.

Stage 2: High Level Design and Planning (Part 1) 
October 2012 – August 2013
 » Seek community input to inform the 

development of tender specifications/
information dissemination 

 » consultation to correct misinformation and 
build health literacy across the community.

Stage 3: High Level Design and Planning (Part 2) 
December 2015 – May 2016
 » Seek community input regarding palliative 

care models, community preference for the 
name of the new facility/acknowledgement 
of the existing facility, and general feedback 
regarding:
a. the revised plans for health services in the  

Wynnum area 

b. the recruitment of Community Ambassadors 
c. a Community Advisory Panel for Stage 4 of 

the engagement process.

Stage 4: Detailed Design and Implementation  
May 2016 – December 2017
 » Seek community input and advice to inform:

a. the model of care and marketing of the 24/7  
Primary Care Clinic

b. health literacy needs of the community
c. implementation and optimisation of the new 

facility.

Stage 5: Monitoring and Close 
2018 
 » Seek community feedback on their satisfaction 

with the new facility.

Stages 1, 2 and 3 of the stakeholder engagement 
process are now complete. Stage 3 of the 
engagement process commenced in December 
2015 and was finalised in May 2016. This report 
outlines the findings of Stage 3 of the community 
engagement process.

Engagement activities were planned to reach a 
large number of community members, to provide 
the Wynnum-Manly community an opportunity to 
participate in one or more engagement process 
and/or receive project information. It should 
be noted that while the range of engagement 
and communication tools had the potential to 
reach 100 per cent of the Wynnum-Manly adult 
population, it is unlikely that this was realised in 
practice1. 

Key engagement methods included:
 » information stalls: face-to-face conversations at  

the Wynnum Plaza and Wynnum markets
 » online and printed surveys
 » focus groups
 » telephone interviews
 » social media and print media
 » letterbox drop
 » dissemination of and access to supporting  

collateral (business cards, pens, factsheets,  
video)

 » website.

Executive Summary 
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Stage 3 of the engagement process identified the 
following issues, opportunities and preferences: 
 » The need to ensure the new facility is easily  

accessible for the community.
 » There is community support for a 24/7 acute  

primary care service for the Wynnum 
community.  

 » The need to effectively advertise and promote 
the new health care facility.

 » The need for a range of services that could be 
utilised by the community (ie. allied health, 
child health, mental health, oral health, breast 
screening, wound care, medical imaging etc).

 » A mix of at home and facility based palliative  
care beds if possible.

 » The existing facility, at Lota, should be 
acknowledged in a practical way (ie. plaque, 
parkbench, photos displayed in the new facility 
etc).

 » A naming convention for the new facility, which  
acknowledged the geographic area and was  
simple.

Stage 4 of the engagement process is 
scheduled to commence at the end of May 
2016, with the recruitment of Community 
Ambassadors and a Community Advisory Panel. 
Community Ambassadors will be responsible 
for disseminating information about the project 
through their networks, collecting feedback from 
the community, and communicating the intent 
and progress of the project to the community 
in partnership with the Metro South Health 
Engagement and Communications teams. 

The Community Advisory Panel will help ensure 
the ‘consumer’ is at the heart of all discussions 
in relation to the development of models of care, 
the implementation and marketing of the facility 
and any other project related work required. The 
Community Advisory Panel will be supported by 
the Metro South Health Engagement Team and will 
operate both virtually and face-to-face until the 
project is completed. Other engagement activities 
including, but not limited to communication via 
social media, the Wynnum website, print media 
and participation in community events will also 
continue.
1 Figures are estimates as individuals may have been exposed to/ participated in more than one engagement activity. Individuals outside of the Lytton 
Electorate may also have accessed information online.
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This document outlines the outcomes of Stage 
3 of the consumer and community engagement 
process with respect to the Revitalising Wynnum 
Health Services project. The project involves the 
construction of a new purpose-built Integrated 
Health Care Centre at 2082 Wynnum Road, 
Wynnum to replace the existing Wynnum Health 
Service at Lota.

Stakeholder engagement will be undertaken 
throughout all stages of the project, to ensure 
that the transition to the new facility is managed 
in a coordinated, responsible, and professional 
manner, and is respectful and responsive to 
the health needs of the community. The project 
will be conducted with respect to budgetary 
considerations, required resources, and 
environmental needs; and in line with the 
priorities of Metro South Health, Queensland 
Health and the community.

The overarching goals of the Revitalising Wynnum 
Health Services Engagement Plan are to:
 » undertake stakeholder engagement to ensure  

the service configuration and make-up of the  
Wynnum Integrated Health Care Centre meets  
clinical needs and the needs of patients and 
the broader community

 » raise awareness of public health services within 
the Wynnum-Manly community

 » ensure staff and the general community are  
aware of the changes and are supported  
through the change process.

Stage 3 of the engagement process specifically 
sought to address the following objectives:
 » to inform the community of the Cabinet 

decision regarding Wynnum Health Service
 » to gain an understanding of the community’s  

opinion regarding the plans for Wynnum
 » to seek input on what the community would like 

to call the new facility
 » to gain an understanding of how the community  

would like the existing Wynnum Health Service 
at Lota to be acknowledged

 » to identify community preferences for palliative  
care services within the Wynnum area

 » to keep the community informed about the  
project (including any possible impact on 
Casuarina Lodge)

 » to recruit Community Ambassadors and a  
Community Advisory Panel.

Table 1: Engagement timeline

Project Phase Engagement Stage Date Status
Project Conception and Initiation Stage 1 July—October 2012 Complete
High Level Design and Planning—Part 1 Stage 2 October 2012—August 2013 Complete
High Level Design and Planning—Part 2 Stage 3 December 2015—May 2016 Complete
Detailed design and implementation Stage 4 May 2016—December 2017 Commenced
Monitoring and Close Stage 5 2018 Not commenced

Introduction

Project timeline



Metro South Health

www.health.qld.gov.au/wynnum      6

The Wynnum Health Service (formerly Wynnum 
Hospital) is a community health facility located at 
Whites Road, Lota. The service currently provides 15 
general medical and sub-acute inpatient beds, six 
palliative care beds, a three chair dental clinic, allied 
health, child development, drug and alcohol services 
and a BreastScreen clinic. A primary care clinic also 
operates from Wynnum Health Service between the 
hours of 8am and 10pm, seven days per week. 

While the Wynnum Health Service has provided a 
valuable service to the community for many years, 
its facilities are nearing the end of their design life 
and are no longer fit for modern health care delivery. 
There are a number of significant infrastructure 
issues and considerable expenditure is now required 
to meet current Building Code and Australian 
Standards. There is no identified funding available to 
undertake these works, which would also not provide 
any additional functionality to meet the community’s 
future health care needs.

A new Integrated Health Care Centre
During the 2015 election campaign, the Queensland 
Government committed to maintaining all existing 
health services in the Wynnum community, and to 
reinstate access to a 24-hour primary care clinic.

To deliver on these commitments, Metro South 
Health will construct a new Integrated Health Care 
Centre on the site formerly occupied by the Moreton 
Bay Nursing Care Unit at 2082 Wynnum Road, 
Wynnum West.

The new, centralised and modern public health 
facility will enable Metro South Health to continue 
to deliver the existing services available in the area 
including BreastScreen, physiotherapy, occupational 
therapy, social work, speech pathology, dietetics 
and podiatry services. It will also allow Metro 
South Health to add a range of new services for the 
Wynnum-Manly community including:
 » specialist outpatient services/rooms (six new  

specialist suites)
 » an expanded oral health service (three new dental  

chairs)
 » mental health services
 » a rehabilitation gym
 » expanded opening hours for BreastScreen
 » expanded chronic disease clinics
 » access to telehealth services.

Primary care clinic
In line with the Government’s election commitment, 
Metro South Health will increase the opening hours 
of the primary care clinic at Wynnum Health Service 
from 14 to 24 hours a day. This clinic will have the 
ability to treat minor injuries and illnesses for people 
who do not require the treatment and resources of 
a full emergency department. Metro South Health is 
currently working on new models of care to maximise 
the usage of the clinic and to best integrate with 
existing services in the region.

Rehabilitation and palliative care beds
The beds at the existing Wynnum Health Service 
will be maintained locally in Wynnum and will be 
transferred to Casuarina Lodge as part of Metro 
South Health’s plan to return this facility to a fully 
functioning rehabilitation centre. This facility is co-
located at the Integrated Health Care Centre site.

The remaining six palliative care beds will either 
be relocated to a nearby location or converted to 
a home-based palliative care service, subject to 
community consultation and available budget.

Background
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Overview
Stakeholder engagement was guided by the 
International Association of Public Participation 
(IAP2) best practice framework (Attachment 1: IAP2 
Spectrum) and specifically focused on ‘informing’ 
and ‘consulting’ with stakeholders. To ensure 
adequate reach and saturation of the engagement 
process, a number of tools and methods were 

used to engage with the community. Table 2 
highlights the methods and tools used to support 
Stage 3 of the stakeholder engagement process. 

Level of 
Engagement

Engagement Objectives How the engagement process was 
promoted

Engagement/feedback 
mechanism

Inform To inform the Wynnum 
community of the Cabinet 
decision regarding the Wynnum 
Proposal

 »  Media release 
 » Staff Forum
 » Community Forum

 » N/A

Consult To gain an understanding of the 
community’s opinion regarding 
the plans for Wynnum

To gain an understanding of 
what the community would like 
to call the new facility

To gain an understanding of 
how the community would 
like the existing Wynnum 
Health Service at Lota to be 
acknowledged

To recruit Community 
Ambassadors and a Community 
Advisory Panel

 » 7 x Community information                                                                                                                                      
    stalls

 » Media release
 » Letterbox drop 
 » Project video
 » Social media
 » Letters to key stakeholders
 » Meetings with State Member 

for Lytton
 » Business cards
 » Factsheets
 » Branded pens
 » Community ambassadors

 » Online/paper 
surveys

 » Face-to-face 
 » Emails
 » Phone calls 
 » Letters
 » Interviews

Consult To identify the community’s 
preference for the delivery of 
palliative care services within 
the Wynnum area

 » Online/paper 
surveys

 » Focus group 
meetings

 » Telephone interviews
 » Letters
 » Interviews

Inform To keep the community 
informed about the project 
(including any possible impact 
on Casuarina Lodge)

 » Website
 » Factsheets
 » Social media
 » Discussion Groups
 » Community Networks
 » Letters

Table 2: Community engagement tools

Methodology
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Information stalls at Wynnum Plaza and 
Wynnum Markets
In January and February 2016, Metro South Health 
hosted seven information stalls at Wynnum Plaza, 
Wynnum Creative Markets and Wynnum Farmers 
Market. 

1. Wynnum Plaza Shopping Centre:   
Wednesday 27 January 2016, 9am to 4pm

2. Wynnum Creative Market:  
Sunday 31 January 2016, 8am to 3.00pm

3. Wynnum Plaza:  
Thursday 4 February 2016, 9am to 7pm

4. Wynnum Farmers Market:  
Saturday 6 February 2016, 6am to 12 noon

5. Wynnum Plaza:  
Friday 12 February 2016, 9am to 3pm

6. Wynnum Plaza:  
Tuesday 16 February 2016, 8am to 4pm

7. Wynnum Creative Market:  
Sunday 21 February 2016, 8am to 3pm

The purpose of the information stalls was to 
raise community awareness of the new Wynnum 
Integrated Health Care Centre and to encourage 
community members to complete the online/hard 
copy survey. Supporting collateral (factsheets, 
pens, business cards) was provided to assist 
in promoting the project (Attachments 2–4: 
Supporting Collateral). The Metro South Health 
project team noted community questions and 
issues.

Online/paper survey responses
An online survey was developed to invite feedback 
regarding:
 » the name of the new service
 » how the existing Wynnum Health Service could 

be acknowledged
 » palliative care options for the Wynnum 

community 
 » general comments regarding the Wynnum 

Integrated Health Care Centre. 

The survey was available to be completed online 
on the Metro South Health Consultation Hub and 
Metro South Health website. A paper version 

of the online survey was also made available 
(Attachment 5: Survey).

The survey was advertised via the Metro South 
Health website, information stalls, social media, 
email and letters to community members. An 
advertisement was placed in the Wynnum Herald. 
The survey was available for three months from 
December 2015 to March 2016. 
 
The survey questions were open-ended and 
community members were invited to opt-in to 
complete the survey. No polling was undertaken.  
  
Focus groups and telephone interviews
Throughout March 2016, Metro South Health 
carried out two focus group sessions involving 
15 Wynnum community members and three 
telephone interviews with community members. 
The focus group participants and interviewees 
were asked to provide responses to the four 
questions below:

1. What does quality end-of-life care mean to you?

2. What are the most important factors Metro  
South Health needs to consider if a palliative 
care in the home model is chosen for the  
Wynnum community?
a. What do you think are the benefits for  

the patient and their family in providing  
palliative care in the home?

b. What do you think are the challenges for  
the patient and their family in providing  
palliative care in the home? 

3. What are the most important factors Metro  
South Health needs to consider if we partner  
with a non-government residential aged care  
facility to provide dedicated palliative care 
beds for the Wynnum community?
a. What do you think are the benefits for the 

patient and their family in partnering with 
a non-government residential aged care 
facility to provide dedicated palliative care 
beds?

b. What do you think are the challenges for the 
patient and their family in partnering with 
a non-government residential aged care 
facility to provide dedicated palliative care 
beds?
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4. If you (or a loved one) required palliative care 
services where would you prefer to receive 
these services in your home or in a non-
government aged care facility?

Participants (both focus group and telephone 
interviewees) were not required to respond to all 
questions. Participants were advised in the pre-
focus group/interview briefing that all responses 
would be de-identified.

The focus group was facilitated by the Senior 
Director Stakeholder Engagement Metro South 
Health, with support from the Senior Engagement 
Officer. The Clinical Director, Palliative Care Metro 
South Health was also in attendance to provide 
further context with respect to the two proposed 
models and address any clinically related 
questions. The format of the focus group was 
explained prior to the discussion and participants 
were asked to sign a consent form.

Social media, print media, letterbox drop, 
video
Promotion of the project and the engagement 
opportunities relied heavily on a strong 
communications approach. To support the 
face-to-face engagement, Metro South Health 
established a website, promoted information and 
opportunities via Facebook, and did a letterbox 
drop in the community. A video about the project 
was also produced and made available on the 
Wynnum  website, promoted on Facebook and was 
provided to the Member for Lytton for promotion 
through local channels. Print media and other 
supporting materials were also developed. 
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Reach
Stage 3 of the engagement process commenced 
in December 2015 and was finalised in May 2016 
with an estimated reach of 121,865  people. This 
reach means 100 per cent of adults (aged 18+) 
within the Lytton Electorate were provided an 
opportunity to engage directly with the project1.

Table 3 demonstrates how widely the engagement 
opportunity was advertised and promoted within 
the Wynnum community.

Activity Reach
Information stalls: Face-to-face conversations at the Wynnum Plaza and Wynnum 
markets

446

Online and printed surveys completed 83
Email enquiries (sent/received) 55
Phone enquiries 25
Social media interactions 52,270
Letterbox drop (factsheet) 14,592
Project video views 9372
Web page views 3004
Palliative care focus groups and phone interviews 18
Wynnum Herald article 42,000

(readership)
Total reach 121,865

Information stalls
Approximately 446 people visited the information 
stalls. The purpose of the information stalls was to 
raise community awareness of the new Wynnum 
Integrated Health Care Centre and to encourage 
community members to complete the online/
hard copy survey. The Metro South Health project 
team noted community questions and issues. The 
issues and comments can be categorised into a 
number of themes:

1.  Project timing
2. Construction impacts such as noise, traffic  
 and dust
3. Access to the new facility including   
 parking, pedestrian access and public  
 transport access
4. Employment opportunities

5. Services that would be available at the new  
 facility/loss of facilities in the area
6. Facilities and services for children
7. Cost of services and bulk-billing
8. Importance of palliative care for the   
 community

Overall, the vast majority of feedback and 
comments were positive. Negative comments 
mainly related to the closure of the existing 
Wynnum Health Service and lack of a hospital/
Emergency Department in the area.  

See Attachment 6 for a summary of the comments 
from information stalls.

Results

Table 3: Engagement reach

1Figures are estimates as individuals may have been exposed to/participated in more than one engagement activity. Individuals outside of the Lytton 
Electorate may also have accessed information online.
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Online/paper survey responses
The survey was available for three months from December 2015 to March 2016. A total of 83 surveys were 
completed.

The following section details the results with respect to the online and paper survey tool.

Survey question: 
Do you have any general comments about the new Wynnum Integrated Health Care Centre? (n=55)

 » 66% of respondents (n=55) provided feedback to this question. 
 » ‘Accessibility’ rated as the top response with 23% of respondents noting it was important to ‘ensure that  

the new facility was easily accessible for the community’. This included ease of parking, accessibility by  
public transport and pedestrians. 

 » 16% of respondents commented that a 24-hour primary care service was needed for the Wynnum 
community.  

 » 13% of respondents to this question provided positive and supportive comments about the development of  
the new health care centre.

Table 4: Survey responses—Do you have any general comments about the new Wynnum Integrated Health Care  
  Centre?

Theme Number
Ensuring easy access to the facility 13
24-hour primary care service needed for the area 9
General positive comments about the facility or Metro South Health 7
Project timing 6
New facility should provide enhanced services 6
Concern about loss of services in the area 5
Concern over the floor plan depicted in the factsheet 3
Convenient location for the new facility 3
Design features should complement surrounding area 3
New hospital with Emergency Department needed 3
Include café in facility 2
Other 4

TOTAL 64

Survey question: 
What can we do to make sure the services at the new facility are well used? (N=63)

 » 76% (n=63) of respondents provided comments to this question. 
 » 47% of respondents thought advertising would be an effective way of promoting the new health care 

facility.
 » 27% of respondents thought that if the new health care centre had facilities that the community wanted  

such as physiotherapy, medical imaging, child health care services and dieticians, it would help to ensure 
the centre was well used.

 » Ease of access was also identified by 15% of respondents.



Metro South Health

www.health.qld.gov.au/wynnum      12

Survey question: 
Which palliative care model you think is best suited for the Wynnum community? (n=56)

 » 67% of respondents (n=56) answered this question. 
 » 51% thought palliative care delivered in the home would be appropriate for the Wynnum    

community whereas 48% would prefer palliative care to be delivered by Metro South Health in a non-  
government residential aged care facility. 

 » 36 respondents indicated they would like to be part of a focus group.

Theme Number
Option 1 – Palliative care delivered in the home 29
Option 2 – Partnership with a non-government residential aged care facility in the local area 27

TOTAL 56

Table 6: Survey responses—Which palliative care model you think is best suited for the Wynnum community?

Survey question: 
Do you have any comments about the palliative care options outlined above? (n=49)

 » 59% of respondents (n=49) provided an answer to this question. 
 » 42% of respondents proposed a combination of palliative care delivered in the home and a partnership 

with a non-government residential aged care facility (a hybrid model). 
 » 18% of respondents identified palliative care being important for the Wynnum community due to a   

perception that the Wynnum area has an ageing population
 » 16% of respondents identified that ensuring it was easy for family and loved ones to visit was an important  

factor.

Theme Number
Advertising 30
Health facilities that people use regularly eg. GPs, child health, dietician, physio, Xray etc 17
Ease of access 10
Facilities and programs to prevent disease in the local community 9
Publicise in doctors surgeries 7
Recruitment of experienced staff 5
Keep appointments on time 4
Open days 3
Run workshops and classes there that are of benefit to the general community eg. quit smoking, 
healthy eating, exercise, child health, preventing diabetes

3

Other 4
TOTAL 92

Table 5: Survey responses—What can we do to make sure the services at the new facility are well used?
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Theme Number
Hybrid model of palliative care 21
Ageing population 9
Access for family and friends 8
Will aged care staff take on extra responsibilities given their existing staffing ratios are minimal? 5
Must be run by public sector 2
Palliative care beds in new facility 2
Staffing levels 2
Other 6

TOTAL 55

Table 7: Survey responses—Do you have any comments about the palliative care options outlined above?

Survey question: 
How do you think the existing Wynnum Health Service building at Lota should be commemorated? (n=45)

 » 54% of respondents (n=45) provided suggestions about how the role of the existing Wynnum Health Service 
at Lota could be commemorated.

 » Ideas ranged from putting a plaque in the new facility (16%), creating a park or community space on the 
site of the old Wynnum Health Service facility at Lota (13%), keeping the Wynnum Health Service facility for 
palliative care (13%) and putting up pictures from the Wynnum Health Service facility in the new Wynnum 
Integrated Health Care Centre (11%).

Theme Number
Plaque 7
Don’t know 6
Create a new park or community space 6
Keep facility for aged care and palliative care 6
Photographs at the new facility 5
Keep in government hands 4
A loss to the community 4
Turn it into a child care facility 2
Sell it to a developer and use the proceeds to fund the new facility 2
Park bench 2
As a convenient place for medical treatment and for the friendly nature of the staff 2
Mementos at the new facility 2
Other 6

TOTAL 54

Table 8: Survey responses—How do you think the existing Wynnum Health Service building at Lota should be  
  commemorated?
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Survey question: 
What do you think we should call the new Integrated Health Care Centre in Wynnum? (n=50)

 » 60% of respondents made suggestions for the name of the new Wynnum Integrated Health Care Centre.
 » 60% of the ideas made reference to the geographic location of the new facility such as the Wynnum Health 

Hub, Wynnum Health Care Centre etc. 
 » 18% of the ideas made reference to the Moreton Bay area or the Moreton Bay Nursing Home, which was 

once located on the health centre site.

Table 9 provides an overview of comments made in relation to this question. Attachment 7 provides a list of all 
responses.

Theme Number
Recognition of the Wynnum area 30
Reference to Moreton Bay/Moreton Bay Nursing Home 9
Recognition of the Wynnum/Manly area 5
Recognition of a Wynnum local community member 4
Recognition of Aboriginal heritage 3
Recognition of Metro South Health/Queensland Government 2
Something simple 1

TOTAL 54

Table 9: What do you think we should call the new Integrated Health Care Centre in Wynnum (themes)?
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Focus groups and telephone interviews
Throughout the consultation process, Metro South Health utilised a number of methods to recruit participants 
for a palliative care focus group. A total of 36 Wynnum residents expressed interest in participating in a focus 
group. When contacted with further details, 15 individuals consented to participating in a focus group, with 
another three agreeing to a phone interview. The remaining 18 either declined the opportunity to participate 
following their initial expression of interest or were not contactable. Two focus groups were conducted in 
March 2016—one in the evening and one in business hours. Feedback received via the focus groups reflected 
the feedback received via the survey tool.

A summary of the focus group responses is provided below. Full responses to the palliative care focus groups 
and telephone interview can be seen in Attachment 8.

Focus group question 1: What does quality end-of-life care mean to you?

Summary of responses
Focus group participants and telephone interviewees agreed that quality end-of-life care should be respectful 
of the patients’ wishes. All agreed that Advance Care Plans should always be respected. Participants also 
agreed that it is important that patients are comfortable and have the support of their family and loved ones. 
Patients should be looked after by the right people with the right training and the right skills, and have their 
symptoms managed so they can be pain free where possible. Participants acknowledged the patient’s family 
should be respected and given the appropriate level of support.

Focus group question 2 and 3:  
What are the most important factors Metro South Health needs to consider with respect to: (i.e. what are the 
benefits and challenges)
a. a palliative care in the home model
b. a palliative care model where Metro South Health partners with a local aged care facility to deliver                                                                                                                                          
              the care

Summary of responses
When asked about the benefits and challenges of a palliative care in the home model, focus group participants 
agreed that the persons wishes should respected. The general consensus was that a palliative care in the 
home model should be supported where practical and if this was the persons wish. Benefits included: 
 » a familiar, safe environment
 » access to a well qualified health team
 » comfortable surroundings and the ability to respect the person’s preferences for palliative care. 

Challenges included:
 » the capability and capacity of the family/friends to support the person at home
 » concerns with after hours access to care (the Clinical Director Palliative Care responded to this, noting that 

an arrangement would be in place with a domiciliary agency to support out of hours care). 

When asked about the benefits and challenges of a palliative care service delivered through a partnership with 
a non-government residential facility, participants once again were able to see a balance of pros and cons. 
The main benefit was access to 24/7 care when the care needs of the person in question escalated, and a 
safe, suitable environment for care provision when family/friends were no longer able to support the person 
at home, or if the person had no local support. Participants also identified a number of challenges such as 
the availability of beds—noting a facility of this type can be ‘a bit sterile and hospital like’. Concerns were also 
raised with respect to access for family and friends and the need for flexible visiting hours. Participants also 
noted the beds should be ‘separated’ from the general aged care community in the facility. 
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Focus group question 4: If you (or a loved one) required palliative care services, where would you prefer to 
receive these services—in your home or in a local non-government aged care facility)?

Summary of responses
The majority of participants agreed that a combination of at home palliative care beds and beds in a non-
government residential facility would be the ideal option for the Wynnum community. This hybrid model would 
provide patients and their family with the choice and they could choose an option that would be suitable for 
their individual circumstances. Participants also felt that a hybrid model may allow them to commence their 
palliative care journey in the home environment before transferring to an aged care facility when their care 
requirements exceeded what their family/friends could support in the home environment.

Regardless of the model selected, focus group participants stressed the importance of support for family and 
friends, flexible visiting hours and the need for after hours support.  Participants were also acutely aware that 
the final model needed to be developed with respect to the available budget. Overall, participants suggested 
that a hybrid model (if possible) would be the ideal model for a palliative care service in the Wynnum area.
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Stage 3 of the community engagement process 
provided Metro South Health an opportunity to:
 » inform the community of the Cabinet decision 

regarding the Wynnum Health Service
 » gain an understanding of the community’s 

opinion regarding the plans for Wynnum
 » seek input on what the community would like to 

call the new facility
 » gain an understanding of how the community 

would like the existing Wynnum Health Service 
at Lota to be acknowledged

 » identify community preference for a palliative 
care service within the Wynnum area.

 » keep the community informed about the project 
(including any impact on Casuarina Lodge)

 » recruit Community Ambassadors and a 
Community Advisory Panel.

Overall, the engagement process indicated 
that the community was generally in support 
of the plans for the Wynnum Health Service. 
There remained some concerns about access 
to emergency services with a reasonably equal 
number of community members accepting they 
would need to travel out of the area to a hospital 
with a fully functioning emergency department 
and others noting they believed Wynnum should 
have its own emergency department. However, the 
feedback also indicated that if the 24/7 primary 
care clinic was designed to be flexible enough to 
respond to the majority of the community’s acute 
(as opposed to emergency) needs, it would be a 
facility which would have great potential for the 
community. Marketing and communication of the 
new facility throughout the construction phase 
and once opened is seen as vital to ensuring the 
community understand how to best utilise the 
service.

More in-depth planning with respect to the 
model of care for the 24/7 primary care clinic 
will now proceed in consultation with staff. 
Community feedback will also be incorporated via 
the Community Ambassadors program and the 
Community Advisory Panel.

The consultation process also provided Metro 
South Health an understanding of what the 
Wynnum community would like the facility to be 
called. The final name of the new facility will be 
undertaken in accordance with the Queensland 
Government Real Property Asset Naming Guideline 
Version 1.2. 

It is clear the community believes it is important 
to acknowledge the role the existing health 
service has played in the community. A number of 
community members have provided memorabilia 
of the existing health service which has potential 
to be displayed in the new facility. Other 
suggestions will also be considered with respect 
to available budget and space constraints.

As a result of the engagement process, a third 
option for a palliative care service for the Wynnum 
community was identified. Feedback received 
through both the survey and the focus group, 
indicated that a hybrid model would be well 
received by the community, if the available budget 
could support this. Further detailed planning will 
now be undertaken by Metro South Health to try to 
accommodate the communities preferences.

Overwhelmingly, the community ‘just wanted 
something to happen’ with many people querying 
whether the project would actually go ahead. The 
clear message here is that further delays would 
not be tolerated by the community.

Discussion
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IAP2 Engagement Spectrum
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IAP2’s PublIc PArtIcIPAtIon sPectrum
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l To provide the public 

with balanced and 
objective information 
to assist them in 
understanding the 
problem, alternatives, 
opportunities and/or 
solutions.

To obtain public 
feedback on analysis, 
alternatives and/or 
decisions.

To work directly with 
the public throughout 
the process to ensure 
that public concerns 
and aspirations 
are consistently 
understood and 
considered.

To partner with 
the public in each 
aspect of the 
decision including 
the development of 
alternatives and the 
identification of the 
preferred solution.

To place final decision 
making in the hands of 
the public.
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We will keep you 
informed.

We will keep you 
informed, listen to 
and acknowledge 
concerns and 
aspirations, and 
provide feedback 
on how public 
input influenced the 
decision. We will seek 
your feedback on 
drafts and proposals.

We will work with 
you to ensure that 
your concerns and 
aspirations are directly 
reflected in the 
alternatives developed 
and provide feedback 
on how public 
input influenced the 
decision.

We will work 
together with you to 
formulate solutions 
and incorporate 
your advice and 
recommendations 
into the decisions to 
the maximum extent 
possible.

We will implement 
what you decide.

© IAP2 International Federation 2014. All rights reserved.

The IAP2 Federation has developed the Spectrum to help groups define the public’s role in any public participation process. 
The IAP2 Spectrum is quickly becoming an international standard.
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Metro South Health
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Metro South Health has a plan for better 
health care in Wynnum—including a 
signi� cant boost to services and access to 
round-the-clock care for the community.

A new Integrated Health Care Centre

The current Wynnum Health Service has been a 
valuable asset to the community for 35 years, but 
it is nearing the end of its design life. That’s why 
we need a new centre—to better meet the needs 
of modern health care delivery, in a community 
setting and close to our patients’ homes.

The new Wynnum Integrated Health Care Centre 
will be a purpose built, state-of-the-art facility 
that will deliver new and expanded services for 
the Wynnum-Manly community. New services 
will include consulting suites, an expanded 
dental clinic, a mental health service, more allied 
health services and extended operating hours for 
BreastScreen.

All services provided at the existing Wynnum 
Health Service will remain in the Wynnum-Manly 
community.

24-hour acute primary care

We’ve listened to the community and as a direct 
response to your feedback, we will be reinstating a 
24-hour primary care clinic in Wynnum. The clinic 
will deliver appropriate care for people with minor 
injuries and illnesses, providing a 24-hour safety 
net for the community.

The primary care clinic at the existing Wynnum 
Health Service will transition to a 24-hour service, 
until it is relocated to the new Wynnum Integrated 
Health Care Centre.

Maintaining health services

We’re committed to maintaining all existing health 
services in the local community, including the 
rehabilitation and palliative care services that are 
currently delivered at Wynnum Health Service.

Our rehabilitation beds will move to a facility 
known as Casuarina Lodge, which is adjacent to 
the new Wynnum Integrated Health Care Centre.

We are now consulting with the community about 
how to best deliver palliative care into the future.

24-hour primary care

Purpose built facility

Existing services retained

New and expanded services

Central location

Better public transport options

Jobs secure

Metro South Health

A vision for

in Wynnum
better health care

SUSTAINABLE   •    MODERN   •    COMMUNIT Y FOCUSED

Existing Wynnum Health Service

> Nearing the end of its design life
> Extensive maintenance bill
> Poor public transport

3km by road

New Wynnum Integrated Health
Care Service

> Modern, state-of-the-art design
> Purpose built for our community
> 24-hour primary care

Have your say

See overleaf for 
information on how 
to provide feedback 
on the new Wynnum 

Integrated Health 
Centre.

www.health.qld.gov.au/wynnum
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Community consultation now open

New and expanded services for our community

Have 
your say

We are seeking community feedback on:

 » the new Wynnum Integrated Health Care Centre
 » what we can do to maximise the use of services at the new facility
 » palliative care options we’re considering for the Wynnum community
 » how we can celebrate the contribution of the existing Wynnum Health Service
 » a name for the facility.

How to have your say

Fill in our online survey at
www.health.qld.gov.au/wynnum 
or telephone (07) 3156  4976 and we’ll 
post a paper copy to you.

We’ll be holding focus groups 
on palliative care options in 
the Wynnum community—                 
register your interest at
www.health.qld.gov.au/wynnum

Wynnum Plaza Shopping Centre        
Wed 27 Jan, Thurs 4 Feb,  Fri 12 Feb,              
Tues 16 Feb 2016

Manly Creative Market                              
Sun 31 Jan and Sun 21 Feb 2016 

Manly Harbour Village Market                                      
Sat 6 Feb 2016

Complete our survey Join a focus group

Talk to us

Breastscreen

Wynnum Community Health Facility
WilsonArchitects  19 January 2015DESIGN REPORT 6©

Concept planning + circulation

Schedule A1 - Masterplan and External Design Submission

A) MASTERPLAN

Future 
Expansion

Approx 500m2

Mech Plant 
Enclosure

Waste 

Enclosure

Staff Bike 
Enclosure

Street entry Car park 
entry 

Deliveries 
& Waste 

Collection

Outdoor 
landscaped 

room

Specialist Consultation Suite

Oral Health Unit

Consultation SuiteAllied Health

Staff Support, 
Back of House + 
Clinical Support

Front of House
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> 3 additional dental chairs
> Dedicated waiting area

Oral HealthNEW 

> Four person service hub
> Procedure room

Hospital in the HomeNEW 

> Consultation suites
> Dispensing room
> Observation room

Mental HealthNEW 

> 6 specialist consultation suites
> Procedure room
> Antenatal care

Specialist outpatientsNEW Allied Health

BreastScreen

NEW 

NEW 

Large gym, small gym and
outdoor therapy area

Increased opening hours 
to include out-of-hours 
appointments

ReceptionBuilding
entry Street

entry
Car park

Primary
Care Clinic

24hr

Diagram for illustrative purposes only—not to scale.

Car park entry
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Attachment 4

Palliative care flyer
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Option 2 – Partnership with a non-government residential 
aged care facility in the local area
Metro South Health would partner with a local non-government 
residential aged care facility to provide dedicated palliative care beds 
in their facility. Under this model, dedicated palliative care beds would 
be established, and expert medical and nursing services would be 
provided by Metro South Health. Patients would be transferred to a bed 
in a local residential aged care facility for their palliative care stay at no 
cost to the patient. 

If the community chooses this option, Metro South Health will go 
through a tender process to select a suitable provider in the Wynnum 
area.

Option 1 – Palliative care delivered in the home 
In this model, patients receive round-the-clock care in the comfort of 
their own home. During business hours, patients are supported by 
Metro South Health specialist palliative care doctors, nurses, social 
workers, occupational therapists and counsellors who home visit. 
After hours, Metro South Health doctors and nurses are always on-call. 
Equipment and other home visiting nursing services are arranged by 
Metro South Health. All this ensures that patients receive the right care 
at the right time and in the right place. 

Should hospitalisation be required, patients would be transferred to 
one of Metro South Health’s hospitals which include Redland Hospital, 
QEII Jubilee Hospital or Logan Hospital. Alternatively, patients can ask 
to be transferred to another facility in the Metro South area.

Which palliative care model do you think is best 
suited for the Wynnum community?

Have your say

Have your say by completing the online survey at www.health.qld.gov.au/wynnum by 1 March 2016.

Metro South Health is always looking at ways to improve services and provide quality 
care to the community.  

Metro South Health provides specialist palliative care services to enhance quality end-
of-life care and ease the suffering of people diagnosed with an advanced life-limiting 
illness. Services include pain and symptom management, end-of-life care and support 
for patients and their families. 

Palliative care services are delivered in hospitals, residential aged care facilities, and in 
the home.

Metro South Health wants your feedback on how palliative care can be delivered in the 
future to best suit the needs of the Wynnum community.

Better palliative care for Wynnum
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Attachment 5

Survey
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Wynnum Integrated Health Care Centre Consultation Survey

Overview

Metro South Health is planning to construct a new Integrated Health Care Centre in Wynnum.

The new integrated health care facility will be located at 2082 Wynnum Road, Wynnum West.

The new Wynnum Integrated Health Care Centre will be a purpose built, state of the art facility that will not only keep existing

services but also deliver additional services for the Wynnum-Manly community.

We’ve listened to the community and as a direct response to your feedback, we’re reinstating a 24-hour primary care clinic in

Wynnum. The clinic will deliver appropriate medical care for people with minor injuries and illnesses, providing a 24-hour safety

net for the community.

In response to your feedback new services will also include specialist suites, an expanded dental clinic, a mental health service,

more allied health services and extended operating hours for BreastScreen.

Why we are consulting

We need your help...

Tell us what you think about:

the Wynnum Integrated Health Care Centre services, or provide general feedback

what we can do to maximise the use of services at the facility

the palliative care options we are considering for the Wynnum community

remebering the existing Wynnum Health Service building at Lota

the name for the new Wynnum Integrated Health Care Centre.

You can also register your interest in taking part in a focus group to look at potential palliative care options for the Wynnum and

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

1 of 7 25/01/2016 8:51 AM
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Manly community.

The feedback period closes on 1 March 2016.

Introduction

Please select only one item

Please select all that apply

General comments

Maximising the use of services at the Wynnum Integrated Health Care Centre

What is your name?

What is your email address?

Do you work for a health care organisation?

Yes (please tell us which organisation you work for below) No

Are you a member of the Metro South Health Community of Interest?  (Community of Interest

group members receive regular updates from Metro South Health and invitations to events and

workshops)

Yes No No, but please sign me up Don't know

Do you have any general comments about the new Wynnum Integrated Health Care Centre?

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

2 of 7 25/01/2016 8:51 AM
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6

Palliative care options

Better palliative care for Wynnum

Metro South Health is always looking at ways to improve services and provide quality care to the community. 

Metro South Health provides specialist palliative care services to enhance quality end-of-life care and ease the suffering of people

diagnosed with an advanced life-limiting illness. Services include pain and symptom management, end-of-life care and support for

patients and their families.

Palliative care services are delivered in hospitals, residential aged care facilities, and in the home.

Metro South Health wants your feedback on how palliative care can be delivered in the future to best suit the needs of the

Wynnum community.

Which palliative care model do you think is best suited for the Wynnum community?

Option 1 – Palliative care delivered in the home

In this model, patients receive round-the-clock care in the comfort of their own home. During business hours, patients are

supported by Metro South Health specialist palliative care doctors, nurses, social workers, occupational therapists and counsellors

who home visit. After hours, Metro South Health doctors and nurses are always on-call. Equipment and other home visiting

nursing services are arranged by Metro South Health. All this ensures that patients receive the right care at the right time and in

the right place.

Should hospitalisation be required, patients would be transferred to one of Metro South Health’s hospitals which include Redland

Hospital, QEII Jubilee Hospital or Logan Hospital. Alternatively, patients can ask to be transferred to another facility in the Metro

South area.

Option 2 – Partnership with a non-government residential aged care facility in the local area

Metro South Health would partner with a local non-government residential aged care facility to provide dedicated palliative care

beds in their facility. Under this model, dedicated palliative care beds would be established, and expert medical and nursing

services would be provided by Metro South Health. Patients would be transferred to a bed in a local residential aged care facility

for their palliative care stay at no cost to the patient.

If the community chooses this option, Metro South Health will go through a tender process to select a suitable provider in the

Wynnum area.

What can we do to make sure the services at the new facility are well used?

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

3 of 7 25/01/2016 8:51 AM
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Please select only one item

Please select only one item

EOI Focus Group participation

If you are interested in taking part in a focus group, please complete the questions 11 to 15 below.

(Required)

(Required)

(Required)

Please select only one item

Please indicate below which palliative care model you think is best suited for the Wynnum

community

Option 1 – Palliative care delivered in the home

Option 2 – Partnership with a non-government residential aged care facility in the local area

Do you have any comments about the palliative care options outlined above?

Would you be interested in taking part in a focus group looking a the two palliative care options?

Yes No

Why would you like to be a part of this focus group?

Postcode

Gender

Male Female

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

4 of 7 25/01/2016 8:51 AM
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15

 

 

(Required)

Please select only one item

(Required)

Please select only one item

Phone / mobile number / email

(Required)

Please select only one item

Special requirements

Age group

18-24 25-39 40-54 55-69 70+

Preferred method of contact

Email (please provide email address below) Phone (please provide phone number below)

Mobile (please provide mobile number below)

Will you require support to attend the Focus Group?

Yes (please provide details and indicate support that you require, for example, disability support worker, interpreter etc)

No

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

5 of 7 25/01/2016 8:51 AM
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Commemorating the Wynnum Health Service building at Lota

The current Wynnum Health Service has been a valuable asset to the community for 35 years, but it is nearing the end of its

design life. That’s why we need a new centre—to better meet the needs of modern health care delivery, in a community setting

and close to our patients’ homes.

How do you think the existing Wynnum Health Service building at Lota should be remembered?

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

6 of 7 25/01/2016 8:51 AM
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17

Naming the health care centre

What do you think we should call the new integrated health care centre in Wynnum?

Print Survey - Metro South Health - Cizen Space hps://metrosouthhealth.cizenspace.com/community-engagement/...

7 of 7 25/01/2016 8:51 AM
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Engagement Team  

Summary of comments from information stalls 

Engagement summary 

 Metro South Health hosted 2 engagement activities 
o 4 x stall at Wynnum Plaza Shopping Centre 
o 2 x stall at Wynnum Creative Markets 
o 1 x stall at Wynnum Farmers Market 

 
1. Wynnum Plaza Shopping Centre: Wednesday 27 January 2016, 9am to 4pm 

 Engagement reach: 64 people 
 Summary of community feedback 

o Jobs in the new facility 
o Construction concerns (noise, dust etc) 
o Expanded dental facilities 
o Opening date for the new facility 
o Scope of engagement activities 
o Will an ambulance station be included as part of the new facility? 
o Size of car park 
o Are we working with Karuna Hospice (RE:palliative care)? 
o Are we retaining palliative care 
o Location of new and existing facility 
o Bulk billing GPs 
o Is 24-hour primary care available 
o Government is trying to make it more confusing 
o Shouldn’t move 
o Happy for new services to open 
o Mental health facilities 
o Will there be an emergency department. 

 
2. Wynnum Creative Market: Sunday 31 January 2016, 8am to 3pm 

 Engagement reach: 59 people 
 Summary of community feedback 

o Palliative care is important/new site is closer to everything 
o 24-hour primary care is important 
o Works at Wynnum Health Service—wants palliative care in new centre 
o Positive comments RE:existing Wynnum Health Service 
o Junior doctor interested in career path 
o Dental eligibility 
o Sooner the better/wonderful for the community 
o Can I take young daughter there?  
o Traffic concerns 
o Cardiac rehab nurse—career paths  
o 24-hour service a waste of money 
o Details of location for new facility   
o Telehealth services 
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o Metro North Health employee—impressed with our engagement activity around 
palliative care 

o Will the clinic be run by doctors? 
 

3. Wynnum Plaza: Thursday 4 February 2016, 9am to 7pm 
 Engagement reach 72 people 
 Summary of community feedback 

o Been waiting a long time 
o 24-hour primary care needed in the area 
o Details of expanded services 
o Will there be facilities for young people with disabilities? 
o Query RE:rehabilitation facilities 
o Need age care beds for lower social economic sector 
o Will there be a hoist for persons with disabilities for dental chair? 
o Happy RE:new facility—currently uses the existing service. The new service will be 

closer 
o Against it 
o Employment opportunities 
o Construction timing 
o Palliative care options 

 
4. Wynnum Farmers Market: Saturday 6 February 2016, 6am to 12noon 

 Engagement reach: 113 people 
 Summary of community feedback 

o Parking issues 
o Dental chairs/relationship with Royal Brisbane Hospital 
o Facilities for children 
o Employment opportunities 
o Very positive 
o Just want it built 
o Supported palliative care in the home 
o Will there be a hydrotherapy pool? 
o Excited RE: expanded dental facilities 
o Employment opportunities 
o Positive—can’t currently get into a GP 
o Need 24-hour primary care in the community 
o Positive about extended Breast Screen 
o Concerned will not be able to get in 

 
5. Wynnum Plaza: Friday 12 February 2016, 9am to 3pm 

 Engagement reach: 28 people 
 Summary of community feedback 

o Query RE:where existing services would come from (Wynnum Health Service) 
o Construction impacts such as noise and dust 
o Use personal care workers instead of nurses for palliative care 
o Employment opportunities 
o Need for a 24-hour GP 
o Will there be medical imaging? 
o Audiometrist enquired re consultation rooms 
o What specialist services will be provided? 
o General information—what it is, where it is etc 
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6. Wynnum Plaza: Tuesday 16 February 2016, 8am to 4pm 

 Engagement reach: 27 people 
 Summary of community feedback 

o Employment opportunities 
o Not happy about no emergency department 
o General information, what it is, where it is etc 
o Will mental health offer child/youth mental health? 
o Would like specialist children’s services 
o Concerns RE: bus service 
o Interest in palliative care 

 
7. Wynnum Creative Market: Sunday 21 February 2016, 8am to 3pm 

 Engagement reach: 65 people 
 Summary of community feedback 

o Supportive 
o Name the building ‘miracle’ 
o Interested/supportive 
o Info RE: new services 
o Contracts manager would like to discuss any contract management opportunities 
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Suggestions for naming the facility 

Wynnum Health Care Centre  
 

Wynnum Health Clinic 

Wynnum Health Centre  
 

Wynnum Health Hub 

An aboriginal name would be appropriate 
 

Wynnum Hospital 

Moreton Bay Health Care Centre  
 

Wynnum Hub 

Winnam Centre (aboriginal name for Wynnum) / 
Quandamooka entre 

Wynnum Integrated Health  

Bayside Breeze Heath Care 
 

Wynnum Integrated Health Care Centre 

Bayside Health Care Centre 
 

Wynnum Integrated Wellness Centre 

Bayside Health Service 
 

Wynnum Medical Care Centre 

Moreton Bay Community Health Centre & 24 hour 
Clinic 

Wynnum Multipurpose Care Centre 

Our Bayside Health Facility 
 

Wynnum Place 

The Wynnum and District Health Care Centre 
 

Wynnum Public Health Centre 

The Wynnum and Districts Health Centre 
 

Wynnum Village Community Health Centre 

Wynnum and District Direct Health Care 
 

Wynnum Wellness 

Wynnum and District Health Care Centre 
 

Wynnum Manly Health Care Centre 

Wynnum Area Health Hub 
 

Wynnum Manly Health Centre 

Wynnum Bayside Hospital 
 

Wynnum Manly Health Service Centre 

Wynnum Community Health Care 
 

Wynnum Manly Region Health Care Centre 

Wynnum Community Health Care Centre 
 

Tom Burns Health Centre 

Wynnum Community Healthcare Centre The Metro South Health Centre for Integrated 
Health 

Wynnum Health an Integrated Approach to 
Wellbeing 
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Wynnum Integrated Health Care Centre 

Palliative care                                               
focus group and telephone interview summary 

Introduction 

Throughout March 2016, Metro South Health carried out two focus group sessions involving 15 Wynnum 
community members and three telephone interviews with community members. The focus group 
participants and interviewees were asked to provide response to the four questions below: 
 

1. What does quality end of life care mean to you? 
 

2. What are the most important factors Metro South Health needs to consider if a palliative care in 
the home model is chosen for the Wynnum community? 

a. What do you think are the benefits for the patient and their family in providing palliative 
care in the home? 

b. What do you think are the challenges for the patient and their family in providing palliative 
care in the home?  
 

3. What are the most important factors Metro South Health needs to consider if we partner with a 
non-government residential aged care facility to provide dedicated palliative care beds for the 
Wynnum community? 

a. What do you think are the benefits for the patient and their family in partnering with a non-
government residential aged care facility to provide dedicated palliative care beds? 

b. What do you think are the challenges for the patient and their family in partnering with a 
non-government residential aged care facility to provide dedicated palliative care beds? 
 

4. If you (or a loved one) required palliative care services where would you prefer to receive these 
services in your home or in a non-government aged care facility? 

 
Participants (both focus group and telephone interviewees) were not required to respond to all 
questions. Participants were advised in the pre-focus group / interview briefing that all responses would 
be de-identified. 

Summary 

Focus group participants and telephone interviewees agreed that quality end of life care should be 
respectful of the patients’ wishes. Things like Advanced Care plans should always be respected. 
Participants also agreed that it is important that patients are comfortable and have the support of their 
family and loved ones. Patients should be looked after by the right people with the right training and the 
right skill and have their symptoms managed so they can be pain free where possible. Participants 
acknowledged the patient’s family should be respected and given the appropriate level of support.    
 
Participants were asked about the benefits and challenges of palliative care being delivered in the home. 
A number of benefits were identified such as familiar surroundings and personal belongings being 
comforting to the patients’. It can also be more comfortable for friends and loved ones to visit. However, 
participants’ noted a significant number of disadvantages. These included management of after-hours 
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care and support. Patients’ are likely to need someone with them around the clock and in the case of 
elderly patients their spouse may not be able to able to provide an adequate level of care. It was also 
noted that being at home can be isolating for some patients.  
 
When asked the benefits and challenges of palliative care delivered through a partnership with a non-
government residential facility participants were generally much more likely to see the benefits. The 
benefits included appropriate level of 24/7 care for patients, accessible facilities such as showers, toilets 
and trained staff. Participants also identified a number of challenges such as the availability of beds, 
facilities can be a bit sterile and hospital like and future costs of such an arrangement. A number of 
considerations were also identified such as insuring separate access to palliative care unit, ensuring a 
true partnership between government and the private sector, the importance of Allied Health and 
appropriately trained and skilled staff and flexibility of visiting hours. 
 
The majority of participants agreed that a combination of at home palliative care beds and beds in a non-
government residential facility is the most appropriate option for the Wynnum community. This hybrid 
model would provide patients and their family with the choice and they could choose an option that 
would be suitable for their individual circumstances.   

Participant responses to focus group and interview questions 

1. What does quality end of life care mean to you? 
 

 Respecting the patient’s wishes to where they want to die and how and how the patient wants to 
manage end of life, whether that is at a hospital, at home or in a care facility. 

 Making sure all doctors are aware of end of life decisions – Advanced Care plans, 
Wills/statement of choices 

 Being comfortable – having care that will make you comfortable 
 Being looked after near to where you live so family and friends can visit 
 Symptom management – important but difficult to achieve 
 One should be allowed to remain in a safe place. Have dignity, be pain free and have support 

from family, friends and staff 
 Looked after by people who have the right skills. Flexibility to move between home and a care 

facility. Ability to come out of the facility as long as they can cope. 
 Support with nutrition should be provided 
 Quality related to the family too, not just the patient. The family need time for themselves and 

support too. Patients should be able to choose what they want. There should be support for 
carers as they get tired etc. More support would be required for in-home model. Many residential 
care facilities do not have staff with the necessary skills to deliver palliative care. 

 Quality of life rather than extension of life. Medical staff need to respect do not resuscitate 
requests. 

 Dignity. Hydrated and pain free with family around.  
 Not futile care – palliative care. Happy to see loved ones ‘released’. They get to a point where 

they are not themselves anymore / do not look like themselves. 
 Pain free. Providing the care the patient requires – not listening to relatives who think they know 

best what care is needed, but taking a best practice approach. 
 Respecting NFR requests. Respecting person’s wishes. Patient part of the decision making 

process. Knowing the patient and doing what they want. Giving the patient permission to let go. 
Not just old people – more support for families of young people. 
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2. What are the most important factors Metro South Health needs to consider if a palliative care 
in the home model is chosen for the Wynnum community? 

I. What do you think are the benefits for the patient and their family in providing palliative 
care in the home? 

 People want to remain in their own home – familiar surroundings 
 Personal things are there – tv / books / DVDs / radio etc 
 More comfortable for people to drop in. First contact with palliative care can be confronting. There 

needs to be a good level of coordination between clinical service providers (Allied health, doctors, 
nurses etc). 

 OK if the home is able to be adapted – narrow doorways/corridors etc in the house might make 
this difficult. If the home was not suitable they might have to go out of the area. 

II. What do you think are the challenges for the patient and their family in providing palliative 
care in the home?  

 Availability and timeframes for patients in the home – good turnaround for medical providers 
getting to see the patient and coordination between different services providers 

 Can get too much for family and loved ones – they need to understand what they are in for 
 Nights and out-of-hours support will be the most challenging and will need to have someone else 

in the home to provide support. 
 After hours help needs to be in good time – this can depend on staffing levels / after hours 

services is usually a nurse at home – this is not always ideal. 
 Needs someone there 24/7 – need family member there most of the time – primary care giver – 

family members don’t have medical knowledge 
 House might not be practical – can see benefits of the in-home model. However, is concerned 

about work place health and safety for instance if house contains asbestos etc. This option will 
also depend on the person. 

 Can be isolating being at home 
 Elderly people often think they are putting people out by asking for help – patients not always 

capable of calling for help when needed 
 Elderly couples – spouses not always capable of providing adequate support / care 
 Higher risk of falls etc 
 Needs can change on a daily basis 
 Patients think they would like to be at home but this is not always achievable 
 Distressing for the family and can give life long memories 
 Might work for a minority but not for the majority of people 
 Can’t see any benefits – can’t see how patient comfort will be achieved 
 Being at home is a benefit for the patient rather than the family. Being in hospital exacerbated 

fathers fear of dying. But being at home was hard for mother so ended up in a facility again 
 Respite for the family is really important – more hours are needed. Counselling for family really 

important. 
 This will work with the right carer in the right place. Consider the flow on effect of people dying at 

home – can be the hard for the family to stay in the home – this is personal and some people 
might prefer. Family needs good honest information from medical staff – how long the patient has 
etc. 

 Can be a challenge if the house is not suitable or practical. Health and safety may be necessary. 
Majority of people would probably prefer to be at home if possible. 
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3. What are the most important factors Metro South Health needs to consider if we partner with 
a non-government residential aged care facility to provide dedicated palliative care beds for 
the Wynnum community? 

I. What do you think are the benefits for the patient and their family in partnering with a non-
government residential aged care facility to provide dedicated palliative care beds? 

 Can only see advantages. Only issue is the number of beds available 
 Works brilliantly if done well. External access to stop other residents in the aged care facility 

seeing trolleys with dead people being taken away by the undertakers should be considered.  
 Needs will increase as population grows. Metro South Health needs to retain control.  
 At least in a local facility – most are accessible by public transport  
 Pain relief available 24/7 
 Suitable facilities for toilets and showering etc 
 Purpose built for providing care 
 Patients provided meals 
 Beds and chairs specific for the person 
 Access to all the right equipment 
 Medical knowledge of the staff 

II. What do you think are the challenges for the patient and their family in partnering with a 
non-government residential aged care facility to provide dedicated palliative care beds? 

 Number of beds available is a challenge  
 Challenges: availability of beds 
 Not very much for visitor to do, especially young children if they are visiting 
 Can be sterile and hospital like  
 Future costs 

 
Other considerations 

 Important to quarantine aged care and palliative care in this model. Separate entrances etc would 
be beneficial. 

 Needs to be a true partnership between govt. and private sector. 
 Really important for Allied Health to be provided as part of this option. 
 Flexible visiting hours needed 
  More of a home environment 
 Staffing levels (especially out of hours) 
 Personal care workers – training would be needed for out-of-hours  
 Caution as to where beds are located – issues such as noise can cause distress – i.e. if located 

near a dementia unit – there could be ongoing noise from dementia patients (confronting for 
families) 

 Non-denominational can be off-putting for some people. 
 Location and access – availability of public transport and ease of access for visitors 
 Replicating model form Wynnum Health Service 
 Having a specialised area makes people more happy 
 Must be run by Metro South Health     

 

4. If you (or a loved one) required palliative care services where would you prefer to receive 
these services in your home or in a non-government aged care facility? 

Home 
 Stay in the home. But is should be down to individual choice. Can often be a shortage of staff in 

residential care. 
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 If practical at home. Most people would prefer at home if practical. 
 
Facility 
 In a facility. Would not want family to have stress at the end of life. 
 
Combination of home and facility 
 Ideal is to have a mixture of both 
 In-home – with sound knowledge that there was a bed available if it all got too much. (hybrid 

model preferred) 
 Combined model seems to be the most compassionate if the funding is available. If the funding is 

reduced this could be compromised.   
 Combination. People need to be guided by nursing staff to what is most appropriate. 
 Some people don’t know what they are in for (in-home model). A combination is best. Would be 

happy for both options to be there – everyone can get what they want. Happy we are looking at a 
combined model. 

 Strongly support the combination model 
 Would like to stay at home ideally. But realistically being single with no family nearby partnership 

model would be better suited – with dedicated palliative care. 
 Would prefer at home, but combination would work best. 
 Combination in the community. 
 Combination of in-home and facility. 
 Combination of in-home and facility. Touch, spirituality and comfort is important. 
 Option of both. It could be comfortable at home, but happy to go to an aged care facility if it all got 

too much. 
 
Other 
 It depends on the circumstances – who else would be at home with you.  
 People don’t realise what is required for in-home model – 24 hour job. Take things one day at a 

time. 


