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The Nexus story began almost 40 years ago as a small local

health service employing a Physiotherapist and District Nurse.
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In  this  fast  changing  environment  for  health  and  community

services ,  Nexus  staff  have  been  innovative  and  responsive  to  the

varying  demands  of  our  clients .   We  have  worked  hard  to  ensure

that  we  continue  the  grass  roots  work  that  led  to  our

establishment  almost  40  years  ago .  

 

Our  strong  community  connections  are  demonstrated  by  our

diverse  services  and  client  groups ,  as  well  as  our  representation

on  committees  and  working  parties  ranging  from  “Early  Years”

to  “Ageing” .   All  our  community  and  client  work  is  to  ensure  we

hold  true  to  our  core  belief  that  healthy  people  are  those  able

to  l ive ,  work  and  play  in  their  community .  

In  the  period  between  Christmas  and  New  Year  alone ,  our  GPs

kept  some  620  people  out  of  hospital  Emergency  Departments ,

and  meant  that  families  didn 't  have  to  travel  long  distances  for

urgent  care .  

 

We  would  l ike  to  take  this  opportunity  to  thank  all  our  staff  and

volunteers  for  their  work  that  improves  the  l ives  of  people  every

day .   Whether  it  be  delivering  a  meal ,  responding  to  a  phone

call ,  or  delivering  a  health  service ;  all  your  work  matters  to  the

individuals  that  make  up  our  communities .  

 

Finally ,  we  would  l ike  to  thank  the  Board  of  Directors  who

continue  to  donate  their  time  and  skil ls  to  enable  Nexus  to

strategically  operate  within  our  complex  environment .

DR PAUL SCOWN 

Board Chair - Nexus Primary Health 

SUZANNE MILLER 

Chief Executive - Nexus Primary Health 



ABOUT US 

As we approach our 40th Birthday, we are

proud of our work to become the "go-to"

organisation for primary health information

and person centred services in our

communities. 

 

In line with our Mission, we continually strive

to provide the highest quality integrated

person centred health services, support and

advocacy.
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We work collaboratively with stakeholders to

effectively plan for and deliver the

continuum of prevention to intervention

activities to maximise health outcomes for

our communities. 

We are a Not-for-profit organisation

incorporated as a company limited by

guarantee (CLG) which is registered as a

charity with the Australian Charities and

Not-for-profits Commission (ACNC).  

Promoting the Registered Charity Tick

on Nexus Marketing Materials is a

useful way for our organisation to

highlight our charitable status,



INNOVATION 
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Our services range from prevention to

treatment.  They are confidential and

respectful of individual needs,

circumstances and culture, including: 

 

 

 

 

 

We are absolutely committed to working

with our local communities to build safe,

supportive and sustainable places where

people live, work, learn and socialise.

OUR SERVICES 

Our new working relationship with JB HiFI

Solutions for Business means we are forging

ahead with innovative use of technology, for

the provision of sustainable and accessible

services.

Mental

Health 

We recognise, acknowledge and respect all

community members, including the culture and

values of all Aboriginal and Torres Strait Islander

peoples both past, present and emerging.
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"Today we are a fully 

integrated primary health 

service across 4 locations 

with over 200 employees". 



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

SECTION ONE 

STATEWIDE PLANS
& STATUTORY
REQUIREMENTS 

Victoria has a number of

State-wide plans in place

that have a bearing on

the work of community

health services.  

As part of our commitment to continuous quality

improvement, we have worked hard to implement

the priority actions in a number of statewide plans.  

 

Nexus works within these guidelines to make sure

that all members of the community receive the

highest levels of care to meet their individual needs

and circumstances. 

Aboriginal People

LGBTI Communities

People affected by Family Violence

Children in out of home care

People with a serious mental illness

People with a disability

Nexus has plans in place to build an inclusive, accessible

and equitable service that supports access for: 



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

SECTION ONE 

STATEWIDE PLANS
& STATUTORY

REQUIREMENTS 

LGBTI+ 

@ Nexus

We understand that people who identify as Lesbian, Gay,

Bisexual Transgender Intersex and More (LGBTI+) can often

experience discrimination either directly or indirectly. This can

make it difficult to access wellbeing services leading to poorer

health.

listen to stories

we  are  inclusive

Nexus works with our local LGBTI+ community to ensure we

continually improve and our services are respectful, appropriate  

and inclusive. 

hosted 11 LGBTI+ Events

are working toward the Rainbow Tick

are a MyAgedCare LGBTI+ provider

@ Nexus we: 



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

SECTION ONE 

STATEWIDE PLANS
& STATUTORY

REQUIREMENTS FAMILY
VIOLENCE  
@ Nexus   
As the Key Specialist Family Violence service provider for the Mitchell  

and Murrindindi Shires,  Nexus supports the roll out of the "Respectful

Relationships" Project. 

 

We work proudly in partnership with Victoria Police and the Victims

Assistance Program.  We also work closely with ChildFirst and Child

Protection, providing secondary Family Violence consultations. 

 

We provide information to local schools about referral pathways and

Family Violence Supports available.  

 

By working closely with our communities in places where people live,

work, learn and socialise, we can drive positive change.

998 WOMEN 

141 CHILDREN 

365 MEN 

In 2017-18 we supported:



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

STATEWIDE PLANS
& STATUTORY

REQUIREMENTS FAMILY
VIOLENCE  
@ Nexus   

Nexus has increased capacity to respond to families

experiencing family violence with 5 new positions including

Specialist Women, Children and Men's Family Violence Workers. 

 

We are represented on the Risk Assessment Management Panel

(RAMP) and we are part of the Strengthening Hospital

Responses to Family Violence Committees.

SECTION ONE 

Nexus secured Victorian Government funding to provide

intensive therapeutic support to women, children and their

families experiencing family violence. 

 

THERAPEUTIC INTERVENTIONS

PROGRAM 

 

We have secured an additional

12 months funding from the

Therapeutic Interventions

Program Funding to support

children.  

INNOVATION & 



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

STATEWIDE PLANS
& STATUTORY

REQUIREMENTS CHILD
SAFETY  
@ Nexus   

SECTION ONE 

Nexus understands that supporting the health 

and wellbeing of children, young people and 

their families is vital.

The Child Safe Standards guide and monitor our progress and

actions to ensure our services are appropriate and effective. 

 

We meet the Latching onto Breastfeeding Program standards, and

we have policies and processes in place to respond to and report all

allegations of child abuse to ensure children are safe. 

 

We also provide regular child safe training to staff across all teams. 

    @ NEXUS: 

all relevant staff have current
Working with Children Checks

clinical spaces and waiting
areas are safe for children

all staff, contractors and
volunteers have Police Checks



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

SECTION TWO 

CONSUMER, CARER
& COMMUNITY
PARTICIPATION 

There are strong links

between low health

literacy, unhealthy

behaviours and health

outcomes.  

Navigating health services can be stressful or difficult. We

understand that in rural communities, the places where

people live, work and play have the potential to positively

impact and influence health and wellbeing outcomes. 

 

Working closely with our communities means that we

understand local health needs. This is key to making sure

we can offer services that are relevant to the people who

need them the most.

Primary and Secondary Schools

Workplaces

Neighbourhood Houses

Men's Sheds 

We work closely with community settings to build

healthy and safe environments including: 

Senior & Junior Sports Clubs 

Local Councils

Volunteer Groups 



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

CONSUMER, CARER
& COMMUNITY

PARTICIPATION 
VICTORIAN
HEALTH
EXPERIENCE
SURVEY@ Nexus
The Victorian Healthcare Experience Survey has given us vital

information about what is working well.   

SECTION TWO 

of respondents were satisfied

with the amount of

information provided and felt

comfortable to ask  questions. 95% 

the survey told us that 

85% 
of respondents were aware of

service costs and who they

needed to contact about their

care.. 

97% 
of respondents stated that

they would recommend Nexus

to family and/or friends. 



CONSUMER, CARER
& COMMUNITY

PARTICIPATION 

VICTORIAN HEALTH EXPERIENCE
SURVEY@ Nexus  cont. 

We have also used the feedback to identify

areas for improvement in service delivery. 

SECTION TWO 

Ensuring that more than 57% of

people who choose Nexus are

aware of the complaints process.

We will improve nexus by: 

Increasing the frequency of available

appointments for Nexus services. 

Increasing the knowledge about and

range of programs and services  

available at Nexus. 

Thank you to everyone that participated.



CONSUMER, CARER
& COMMUNITY

PARTICIPATION DRIVE  YOUR
HEALTH  
@ Nexus   

SECTION TWO 

To ensure Nexus IS AN ACTIVE 

part of Your community we::

 

 

Nexus is committed to empowering everyone in our communities

to develop the skills, knowledge and confidence to shape their

own health care journey.  

Provide training, education and support to local

Sports Clubs, Men's Sheds, Neighbourhood Houses

Develop community-led health information

Participate in local community events to raise

brand awareness

Promote the use of the Victorian Interpreting and

Translating Services (VITS)

8 languages 

12 clients 

44 times::



REFURB NDIS 

Elevator  installed  in

Wallan    to  accommodate

stretchers ,  non-standard

wheelchairs  & scooters   

NEW
Nexus  Staff  completed  an

Accessible  Written

Information  Session   

MEDIA 

CONSUMER, CARER
& COMMUNITY

PARTICIPATION 

SECTION TWO 

HEALTH  IS
ACCESSIBLE  
@ Nexus   

To ensure that our services are safe and accessible for everyone we

have undertaken significant work including: 

The  planned  2019

renovations  of  Nexus

Broadford  will  exceed

Accessibility  Best

Practices  Standards .  

We  are  a  Registered  NDIS

provider .  We  will  offer  many

services    for  community

members  with  disabilities .



CONSUMER, CARER
& COMMUNITY

PARTICIPATION 

COMMUNITY
ENGAGEMENT  
@ Nexus   

SECTION TWO 

We are committed to improving the health literacy of our clients

and communities through the innovative use of technology,

most current evidence and sustainable practices. 

 

Marketing and Community Engagement at Nexus consists of

clear and consistent messaging, strategic planning and

evaluation of investment in the application of the Marketing Mix. 

Visiting  our  website   

You  can  connect  with  us  by: 

Booking  GP  Appointments  Online 

Finding  us  on  Social  Media 

CONSUMER, CARER
& COMMUNITY

PARTICIPATION 



SECTION THREE 

QUALITY & SAFETY 

Quality Improvement &

Accreditation is a

continuous cycle of using

feedback and evidence to

make improvements .  

We actively encourage our clients and community to tell us

about their experience with us. All input helps us to

improve, learn and grow. 

As part of our commitment

to continuous quality

improvement, Nexus has

processes and systems in

place to ensure our services

are high quality, accessible

and reflect the community

voice. 

Providing high quality

services is important to us.

Everything we do meets or

exceeds industry

accreditation standards. 

1. Quality Improvement Council (QIC) Standards (review May 2019) 

2. Human Services Standards (HSS) (review May 2019) 

3. Commonwealth Home Support Services under Australian Aged

Care Quality Agency (AACQA) 

 

WE ARE ACCREDITED BY: 



These committees meet  4-6 times per

year, providing a valuable opportunity for

staff to identify areas for improvement

related to safety and quality.

QUALITY &
SAFETY 

SECTION THREE 

A formal staff survey was not

undertaken during 2017-2018.  

Safety & Wellbeing Committee

Quality & Client Safety Committee

We seek feedback from our staff

regularly, and staff representatives sit

on the Safety & Wellbeing and the

Quality & Client Safety Committees. 



SECTION THREE 

QUALITY &
SAFETY 

FEEDBACK @ Nexus 

We  always  welcome  feedback  and  understand

that  people  communicate  differently .   

Your  Feedback  helps  us  to  improve  our  services

We report on feedback regularly to internal committees and to the Nexus
Board of Directors . 

 

You can choose how we respond to you, via telephone, email or by post. 

 

If you request a response, we will aim to be in touch with you within 5
working days. 

 



60%
the action or activity of 
gathering information 
about consumers' needs 

and preferences. 

QUALITY & SAFETY 

WE  ARE
LISTENING  

SECTION THREE 

12 

you provided us with 

Compliments 

In  response  to  your  feedback ,  we  have  increased

the  number  of  available  appointments  and

improved  the  way  we  tell  you  about  our  Social

Support  Events .     

 

We  would  also  like  to  thank  you  for  all  the

kindwords  about  our  services  and  staff  this  year .  

    

2 Suggestions 

21 Complaints 



SECTION THREE 

QUALITY & SAFETY 

ACCESSING  US  + 
ENVIRONMENT  &
FACILITIES  @ Nexus 

21% identified that their condition got
worse waiting for an appointment 
 
15% thought that the time they spent in
the waiting room before the appointments
was too long  
 
 76% stated always had enough privacy at
reception 
 
84% found the car parking and physical
access to the service good/very good 
 
 

 
 
93% travelled by car to the service 
 
95% found it easy to make an
appointment 
 
97% were given enough privacy during the
appointment 
 
99% found it easy to find the location of
the service 
 
85% identified that it was easy to find out
about the service

100% stated the facilities were clean 
100% felt physically safe at the service 
100% stated the servicee was welcoming 
100% reported that the reception staff
were polite and helpful

Through the Victorian Healthcare Experience survey, you
told us how easy it was for you to access our environment
and facilities.



SECTION THREE 

QUALITY & SAFETY 
ACCESSING  US  + 
ENVIRONMENT  &
FACILITIES  @ Nexus 

We have listened to you and made changes 

We have changed our models

of care to be more responsive

and added additional

sessions where possible. 

Our building redesigns will

enable our  

Client Engagement Team 

to better support you when

you arrive for your

appointment.   

If  something  unexpected
comes  up  that  could  delay
your  appointment  time ,  we
will  keep  you  informed .     

You  can  then  choose  

to  wait ,  or  make  a  new
appointment .

DELAYS  ACCESS  

SUPPORT  



SECTION THREE 

QUALITY & SAFETY TEAM  WORK 
@ Nexus  

YOU TOLD US THAT 

 

The Victorian Healthcare Experience Survey told us how well

we respond to the needs of consumers, their families or

carers and the community across the continuum of care.  

65%  had referrals to other services, 
 
14% would have liked referrals to other services 
 

ACTION by Nexus: 

We will focus on ensuring information is
correctly recorded 

100% identified that staff at the service worked together to
help the client with their health and wellbeing 
 
14% identified that they received conflicting information
from different health workers  
 

ACTION by Nexus: 
We are redesigning our client information
packs  

25% identified that they had to repeat information that
should have been in their client record  
 

ACTION by Nexus: 

We are refining and improving our
internal referral processes  



SECTION FOUR 

CONTINUITY OF
CARE 

Diabetes Services 
@ Nexus  

Diabetes care now utilises new technologies to assist

clients in more accurate blood glucose stabilisation.

This results in the minimum required medications or

insulin and has both physical and financial benefits to

clients.   

Increased use of technology to augment treatment

Well utilised After Hours  Diabetes Education Service

Increase in Diabetes Education service hours, leading to

decreased client waitlist times.   

335 clients were seen in 2017-2018; an increase of nearly

100 clients from the previous year.  

In 2017-2018, 274 new clients came to the service, an

increase of 70 from 2016-2017.

Exercise Physiology Diabetes Groups maintain clients 

once initial programs are completed.

Service Improvements during 2017-2018:



CASE STUDY:  

DIABETES 

When we first met Jocelyn, in her mid
60s, she was unable to bring her
Diabetes under control despite a
vigilant approach to her insulin
management. 
 
It was clear we needed to work with
Jocelyn to find out why it was so
difficult to manage her Diabetes.   
 
Continuous blood glucose
monitoring showed overnight
hypoglycemia (hypo) and the need to
reduce insulin, contrary to previous
pathology results.  
 
Using a new ‘Smart Meter’  and
insulin adjustment education -  the
Nexus Diabetes Educator  was able to
teach Jocelyn how to self-adjust her
insulin to remain at target levels.  
 
A Nexus Dietitian provided input for
carbohydrate counting allowing for
safe insulin dose changes, and overall 
Insulin doses were reduced.  
 
 

CONCLUSION 

SECTION FOUR 

CONTINUITY  
OF CARE 

Overnight Hypoglycaemia was
eliminated, resulting in Jocelyn's  

Quality of life being markedly
improved.  She experienced fewer
hypos and reduced her fear of hypos. 



COMPREHENSIVE
CARE @ Nexus 

As  part  of  our  commitment  to  provide

you  with  the  best  possible  care  for  as

long  as  possible ,  we  provide  a  range  of

person-centered  services .  These  services

work  togetherwhere  necessary  to

improve  your  health  outcomes .   

SECTION FOUR 

CONTINUITY  
OF CARE 

- Providing clients, their family and community members with palliative 

care information in a range of languages and specific to cultural

preference.  

- Providing staff with relevant education, training and resources to care

for palliative clients who identify with LGBTI or ATSI or who are

disadvantaged by disability or rural isolation.  

- Additional  accredited Palliative care training;  

- Identified staff that have access to community wide resources, training

opportunities, health legal information and quality health standards and

provide to whole organisation.  

- Keeping updated resources and information from the Office of the

Public Advocate, Palliative Care Victoria and Palliative Care Australia for

clients, staff and community members. 

- Having a process to inform service providers of clients who have

requested no active resuscitation measures and that their life

careplanning choices has been respected. 

WE PROVIDE END OF LIFE
CARE AND PLANNING
SUPPORT THROUGH:
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Auditor’s Independence Declaration under section 60.40 of the Australian 
Charities and Not for Profits Commission Act 2012 to the Directors of Nexus 
Primary Health 
 
I declare that, to the best of my knowledge and belief, during the year ended 30 June 2018 there has been: 
 
i. no contraventions of the auditor’s independence requirements as set out in the Australian Charities 

and Not for Profits Commission Act 2012 in relation to the audit 
ii. no contraventions of any applicable code of professional conduct in relation to the audit. 
 

   
Andrew Frewin Stewart            Adrian Downing 
61 Bull Street, Bendigo, 3550            Lead Auditor 
Dated this 26th day of October 2018 
 













































Independent auditor’s report to the members of Nexus Primary Health 
 
Report on the audit of the financial statements 
 
Our opinion 
In our opinion, the financial report of Nexus Primary Health being a special purpose financial report, is in 
accordance with the Australian Charities and Not‐for‐profits Commission Act 2012, including: 
 
i. giving a true and fair view of the company’s financial position as at 30 June 2018 and of its performance 

for the year ended on that date; and 
ii. complying with the accounting policies described in Note 1 of the financial report and the Australian 

Charities and Not‐for‐profits Commission Regulations 2013. 
 
What we have audited 
Nexus Primary Health’s (the company) financial report comprises the: 

 Statement of financial position as at 30 June 2018 
 Statement of profit or loss and other comprehensive income for the year then ended 
 Statement of changes in equity for the year then ended 
 Statement of cash flows for the year then ended 
 Notes comprising a summary of significant accounting policies and other explanatory notes 
 The directors' declaration of the entity. 
 
Basis for opinion 
We conducted our audit in accordance with Australian Auditing Standards. Our responsibilities under those 
standards are further described in the Auditor’s Responsibilities for the Audit of the Financial Report 
section of our report.  
 
We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis for our 
audit opinion. 
 
Basis of accounting and restriction on distribution 
Without modifying our opinion, we draw attention to Note 1 to the financial statements, which describes 
the basis of accounting. The financial report has been prepared to assist Nexus Primary Health to meet the 
requirements of the Australian Charities and Not‐for‐profits Commission Act 2012. As a result, the financial 
report may not be suitable for another purpose. 
 

Other information 
The company may prepare an annual report that may include the financial statements, director’s report 
and declaration and our audit report (the financial report). The annual report may also include “other 
information” on the entity’s operations and financial results and financial position as set out in the financial 
report, typically in a Chairman’s report and reports covering governance and other matters. 
 
The directors are responsible for the other information. An annual report has not been made available to us 
as of the date of this auditor's report. 
 



Our opinion on the financial report does not cover the other information and accordingly we will not 
express any form of assurance conclusion thereon. 
 
Our responsibility is to read the other information identified above when it becomes available and, in doing 
so, consider whether the other information is materially inconsistent with the financial report or our 
knowledge obtained in the audit, or otherwise appears to be materially misstated. 
 
If we identify that a material inconsistency appears to exist when we read the annual report (or become 
aware that the other information appears to be materially misstated), we will discuss the matter with the 
directors and where we believe that a material misstatement of the other information exists, we will 
request management to correct the other information. 
 

Independence 
In conducting our audit, we have complied with the independence requirements of the Australian Charities 
and Not‐for‐profits Commission Act 2012. 
 

Directors’ responsibility for the financial report 
The directors of the company are responsible for the preparation of the financial report that gives a true 
and fair view in accordance with the accounting policies described in Note 1 of the financial report and the 
Australian Charities and Not‐for‐profits Commission Act 2012 and for such internal control as the directors 
determine is necessary to enable the preparation of the financial report that is free from material 
misstatement, whether due to fraud or error. 
 
In preparing the financial report, the directors are responsible for assessing the company’s ability to 
continue as a going concern, disclosing as applicable, matters related to going concern and using the going 
concern basis of accounting unless the directors either intend to liquidate the company or cease 
operations, or have no realistic alternative but to do so. 
 

Auditor’s responsibility for the audit of the financial report 
Our objectives are to obtain reasonable assurance about whether the financial report as a whole is free 
from material misstatement, whether due to fraud or error, and to issue an auditor’s report that includes 
our opinion. Reasonable assurance is a high level of assurance, but is not a guarantee that an audit 
conducted in accordance with the Australian Auditing Standards will always detect a material misstatement 
when it exists. Misstatement can arise from fraud or error and are considered material if, individually or in 
aggregate, they could reasonably be expected to influence the economic decisions of users taken on the 
basis of this financial report. 
 
A further description of our responsibilities for the audit of the financial report is located at the Auditing 
and Assurance Standards Board website at: http://www.auasb.gov.au/home.aspx. This description forms 
part of our auditor’s report. 

   
Andrew Frewin Stewart  Adrian Downing 
61 Bull Street, Bendigo, 3550            Lead Auditor 
Dated this 26th day of October 2018
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