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North Western Melbourne Primary 
Health Network would like to acknowledge the 
Traditional Custodians of the land on which our 
work takes place, The Wurundjeri Woi Wurrung 
People, The Boon Wurrung People and The 
Wathaurong People.

We pay respects to Elders past, present and 
emerging as well as pay respects to any 
Aboriginal and Torres Strait Islander people in 
the session with us today.

Acknowledgement of Country
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Housekeeping – Zoom Webinar

All attendees are muted

Please ask questions via the Q&A box only

Q&A will be at the end of the presentation

This session is being recorded, you will receive a link to 
this recording and copy of slides in post session correspondence.

Questions will be asked anonymously to protect your privacy
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Housekeeping – Zoom Webinar

Please ensure you have joined the session using the 
same name as your event registration                        
(or phone number, if you have dialled in)

NWMPHN uses Zoom’s participant list to mark 
attendance and certificates and CPD will not be issued 
if we cannot confirm your attendance.
 
If you are not sure if your name matches, please send 
a Chat message to ‘NWMPHN Education’ to identify 
yourself.



Riwka Hagen, Medical Business Services

Starting her professional career as a Medical Scientist, Riwka successfully 
implemented and managed a regional laboratory of a major pathology provider 
before embarking on a career of medical practice management and general 
practice accreditation. 

She has managed small, medium and large medical centres and has a strong 
interest in quality improvement, governance, business planning and financial 
management.

Riwka is the Director of Medical Business Services providing consulting, advisory, 
coaching, training and mentoring services to the health sector Australia-wide 
including general practices.

You may also know Riwka as the founder and administrator of the highly active 
and influential Facebook group ‘Practice Managers Network’ which now has a 
global membership of over 12,500.

Speaker



Agenda

Accreditation quick re-cap

Business Systems

Clinical Governance



Why accreditation?

Framework for provision and improvement of quality care 

Safe care & risk management

Protect patients from harm

Quality recognition

Regular review & audit 

Benchmark

PIP/WIP

© Medical Business Services



Structure of the Standards

Quality 
Improvement 

Module

General Practice 
Module

Core Module

© Medical Business Services



Core Module Summary

Standard 1 – 
Communication & 

patient participation

Standard 2 – Rights 
and needs of 

patients

Standard 3 – Practice 
governance and 

management

Standard 4 – Health 
promotion & 

preventive activities

Standard 5 – Clinical 
management of 

health issues

Standard 6 – 
Information 

management

Standard 7 – 
Content of patient 

health records

Standard 8 – 
Education and 

training of non-
clinical staff

Quality 
Improvement 

Module

General Practice 
Module

Core Module

© Medical Business Services



Quality Improvement 
Module Summary

QI Standard 1 – Quality 
improvement

QI Standard 2 – Clinical 
indicators

QI Standard 3 – Clinical risk 
management

Quality 
Improvement 

Module

General Practice 
Module

Core Module

© Medical Business Services



General Practice Module 
Summary

• GP Standard 1 – Access to care

• GP Standard 2 – Comprehensive care

• GP Standard 3 – Qualifications of our 
clinical team

• GP Standard 4 – Reducing the risk of 
infection

• GP Standard 5 – The medical practice

• GP Standard 6 – Vaccine potency

Quality 
Improvement 

Module

General Practice 
Module

Core Module

© Medical Business Services



Demonstrating Compliance

Outcome focus

Informed by

Interviews

Document reviews

Observation
‘Intent’ of standard 

must be met

Flexibility on ‘how’

What works for 
your practice?

© Medical Business Services

Elevate your 
performance



Beyond a tick-box exercise

• Embedding all Standards into 
everyday activities

• Supporting a growing practice 
& reducing risk

• Avoid the triennial scrum

• Requires strong leadership and 
a true culture of excellence

• Marketing advantage?

• What are the resources you 
need to achieve this?

© Medical Business Services



Business Systems



• Patient Care & Services

• Policies & Procedures

• Information Technology

• Marketing & Promotion

• Building & Infrastructure

• Accreditation

• Compliance 
framework

• Quality improvement

• Leadership

• Staffing & HR

• Performance 
Management

• Communication

• Mission, Vision, Values

• Strategy & business

• Finance

• Key Performance 
Indicators

• Innovation

Planning

People 
& 
Culture

Systems 
& 
Processes

Quality 
& Risk 

© Medical Business Services



Improving your business systems

• Documented processes that are understood & adhered to

• Short form | spreadsheets | streamlining

• Commercial products

• Track important actions, due dates and risks

• PM education & upskilling

• Learning plan | identify your skills gaps

• Formal/informal education

• Read, listen, watch

• Team skills matrix

• Time blocking to ensure important works gets done

• Delegation | right person right task

• Underpinned by organizational culture, communication & leadership
© Medical Business Services



Core 
Standard 3 – 
Practice 
governance & 
management
C3.1 – Business operations 
systems
C3.1A Our practice plans and sets goals 
aimed at improving our services

C3.2B Our practice evaluates its progress 
towards achieving its goals

C3.1C Our practice has a business risk 
management system that identifies, 
monitors and mitigates risk in the practice

C3.1D Our practice has a complaints 
resolution process

© Medical Business Services



Focus areas for Business Plan
• Business risk/performance (Disaster recovery & 

business continuity)

• Communication

• People

• Environment

• Patient/Client Services

• Quality & Risk
• Access
• Privacy & Confidentiality

• Internal systems/processes/policies/procedures
• Technology, IT/IM

• Finance

• Marketing

© Medical Business Services



Business plan - format

• One page (strategic) plan
• Mission, Vision, Values 

statement
• High level initiatives, outcomes, 

measures, activities
• Easy to communicate (staff and 

other stakeholders)
• ‘Road map’ 
• Who is audience?

• Operational plan
• What / Who / When / How

Accreditation 

requirement

Aspirational

© Medical Business Services



Your Practice Plan 2023 - 2024

© Medical Business Services



Business Plan in a spreadsheet
Get Your Free Copy!

© Medical Business Services



Mission, Vision, Values, 
Goals, Objectives, 
Activities

Business Plan

What makes you 
different? Market 

Analysis
Where do we play?

Strategic 

Differentiation

How do everyday actions 
impact?
Ongoing team involvement

Strategic Thinking

What’s my role?
Communication

Team Engagement

Regular review
Re-alignment

Business 
Transformation

Goals, Planning & Strategy

© Medical Business Services



Reporting on 
your plan

• Format in line with requirements for your 
business

• Examples
• Quarterly planning meetings
• Report on activities and outcomes

• Accountability
• Systems approach
• Spreadsheets are easy to use for 

this!
• Has anything changed?

• Responsive
• Warning signs
• Update strategic / business / 

operational plans

© Medical Business Services
© Medical Business Services



Clinical Governance Framework

the system by which an 
organisation is controlled and 
operates, and the mechanisms 
by which it, and its people, are 
held to account

• Delivery of safe & effective 
clinical care

• Embedded throughout the 
Standards, Criteria & 
Indicators of RACGP Standards

© Medical Business Services



Patients

Governance, 
Leadership & 

Culture

Patient safety 
& QI systems

Clinical 
performance & 
effectiveness

Safe 
environment

© Medical Business Services

C1- Communication & 
patient participation
C2 – Rights &needs of 
patients

GP4 – Reducing 
the risk of 
infection
GP5 – The medical 
practice
GP6 - Vaccine 
potency

C3- Practice governance 
& management
C6 – Information 
management

C4 – Health promotion & preventive 
activities
C5 – Clinical management of health 
issues
GP2 – Comprehensive care
GP3 – Qualifications of the clinical 
team

C7 – Content of 
patient health 
records
QI1 – Quality 
Improvement
QI2 – Clinical 
indicators
QI3 - Clinical risk 
management

The Clinical 
Governance 
Framework & 
the Standards

NSQHS 
Standards



Implementation Actions

• Adhere to RACGP Standards for General Practices

• NSQHS Standards (From 1 May 2023 practices can 
choose to be accredited to these standards)

• Team input

• Patient/consumer engagement, input & co-design

• Roles & responsibilities assigned and evident

• Credentialling

• Audit, review and evaluate regularly

© Medical Business Services



Resources

• https://www.medicalbusiness.services/accreditation-
beyond-request

• Webinar Slides

• RACGP 5th Edition Standards

• NSQHS Standards for Primary & Community Care

• eLearning program

• National model | Clinical Governance Framework

• Download Action Plan | Business Plan Template FREE!!!

• RACGP Clinical Governance Toolkit

© Medical Business Services

https://www.racgp.org.au/running-a-practice/practice-standards/standards-5th-edition
https://www.racgp.org.au/running-a-practice/practice-standards/standards-5th-edition


Practice Management Resources



Pathways are written by GP clinical editors with support from 
local GPs, hospital-based specialists and 

other subject matter experts

• clear and 
concise, 
evidence-
based medical 
advice 

• Reduce 
variation in 
care

• how to refer to 
the most 
appropriate 
hospital, 
community 
health service 
or allied health 
provider.

• what services 
are available 
to my patients



HealthPathways – Everything you need!



New page 
Practice Management Resources

Legal and Ethical
Advance Care Planning (ACP)
ACP Documents and Forms
Certification of Death
Child or Family Information Sharing Scheme
Consent
Medical Certification for Return to Work

Infection Prevention and Control
Infection Prevention and Control
Blood/Body Fluid Exposure
Hand Hygiene
Local Public Health Units (LPHUs) 
Notifiable Conditions in Victoria 

HealthPathways- Immunisation Pathways and Resources

MBS Items
Guide to MBS Items
Telehealth
Electronic Prescriptions

Practice Incentive Programs
eHealth Practice Incentives Program (ePIP) 
Practice Incentives Program (PIP) 
Practice Incentives Program Indigenous Health                     
Incentive (PIP-IHI) 

Workforce Incentive Program (WIP)

Other :
Action Plans (Anaphylaxis, Asthma, Diabetes)
Coding in General Practice Software 
Interpreter and Translation Services 
Useful Websites
Hospitals - Public
National Health Services Directory
Referral Forms and Templates (Advanced Care 
Planning, HealthLink SmartForms, Mental health)

CPD Hours for HealthPathways Use
 

Immunisation and vaccines 
Immunisation Services
COVID-19 Vaccination
Vaccines
Vaccine Supply, Storage, and Cold Chain Breaches

https://melbourne.communityhealthpathways.org/1097735.htm
https://melbourne.communityhealthpathways.org/1097735.htm
https://melbourne.communityhealthpathways.org/671937.htm
https://melbourne.communityhealthpathways.org/39484.htm
https://melbourne.communityhealthpathways.org/134714.htm
https://melbourne.communityhealthpathways.org/41516.htm
https://melbourne.communityhealthpathways.org/858915.htm
https://melbourne.communityhealthpathways.org/547491.htm
https://melbourne.communityhealthpathways.org/75891.htm
https://melbourne.communityhealthpathways.org/77236.htm
https://melbourne.communityhealthpathways.org/77236.htm
https://melbourne.communityhealthpathways.org/57912.htm
https://melbourne.communityhealthpathways.org/77472.htm
https://melbourne.communityhealthpathways.org/138741.htm
https://melbourne.communityhealthpathways.org/138741.htm
https://melbourne.communityhealthpathways.org/75668.htm
https://melbourne.communityhealthpathways.org/310515_1.htm
https://melbourne.communityhealthpathways.org/80443_2.htm
https://melbourne.communityhealthpathways.org/742625.htm
https://melbourne.communityhealthpathways.org/1149773.htm
https://melbourne.communityhealthpathways.org/260754_1.htm
https://melbourne.communityhealthpathways.org/260754_1.htm
https://melbourne.communityhealthpathways.org/260754_1.htm
https://melbourne.communityhealthpathways.org/260754_1.htm
https://melbourne.communityhealthpathways.org/260754_1.htm
https://melbourne.communityhealthpathways.org/404754.htm
https://melbourne.communityhealthpathways.org/404754.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/41516_1.htm
https://melbourne.communityhealthpathways.org/145650.htm
https://melbourne.communityhealthpathways.org/138741.htm
https://melbourne.communityhealthpathways.org/138741.htm
https://melbourne.communityhealthpathways.org/138741.htm
https://melbourne.communityhealthpathways.org/138741.htm
https://melbourne.communityhealthpathways.org/138741.htm


Accessing HealthPathways: Go to melbourne.healthpathways.org.au
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Session Conclusion

You will receive a post session email within a week which 

will include slides and resources discussed during this session.

Attendance certificate will be received within 4-6 weeks.

RACGP CPD hours will be uploaded within 30 days.

To attend further education sessions, visit,

https://nwmphn.org.au/resources-events/events/ 

This session was recorded, and you will be able to view the 

recording at this link within the next week.

https://nwmphn.org.au/resources-events/resources/

We value your feedback, let 
us know your thoughts.

Scan this QR code

https://nwmphn.org.au/resources-events/events/
https://nwmphn.org.au/resources-events/resources/
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