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The past few months have been 
difficult for all of us. As we began our 
recovery from the devastating impacts 
of the bushfires, none of us could have 
predicted the global health crisis that 
was emerging.

The COVID-19 pandemic has disrupted 
our lives and challenged us all – both 
mentally and physically. I’m sure most 
of us have felt the emotional toll of this 
crisis as social distancing measures have 
separated us from our families, friends 
and communities, and for many of us, 
our work colleagues as well.

No matter what our role, we have 
each felt the impact of COVID-19 in our 
everyday work. It is the dedication and 
commitment of all HealthShare NSW 
staff that will lead our COVID-19 story.

Throughout all of this, I continue to  
be inspired by the calm and efficient  
way that our people have responded  
to this crisis. There is some incredible work 
happening right across the business and 
some wonderful stories of how  
our people continue to go above and 
beyond. Thank you.

As an organisation, I am proud to  
say that we responded quickly and 
effectively to support the health system  
in this time of need. 

 Our frontline staff continue to work 
tirelessly, never wavering in their 
commitment to caring for NSW 
patients. 

 Our Procurement and Supply Chain 
teams have managed the sourcing, 
securing and delivery of critical health 
products on a scale that we’ve never 
seen before.

 Our Wellbeing and Customer Service 
Desk teams have fielded calls day after 
day, week after week, providing advice 
and support to colleagues in need.

 Our colleagues in Business 
Performance have spread right across 
the organisation to support teams 
under pressure.

 Our Recruitment team in Workforce 
has recruited swiftly to our casual 
employee pool to ensure we have back 
up available if it’s needed.

 Finance is processing urgent requests 
for COVID-19 supplies and services, 
ensuring we can continue to support 
the health system more broadly.

 Our Payroll team has worked 
quickly and efficiently to implement 
changes such as ceasing car parking 
deductions for healthcare workers.
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Patient Transport Service  
(PTS) has played an active  
and important role in  
Australia’s response to the 
COVID-19 situation.

Since January, PTS has 
transported more than 300 
confirmed COVID-19 patients 
and more than 800 suspected 
cases, many of these being people 
returning to Australia from overseas.

Working with Sydney  
Local Health District and the 
Australian Border Force, PTS  
crews and managers have been 
based at Sydney International 
Airport from 6am to 11pm each day 
to assist with the coordination and 
transport of new arrivals suspected 
of having COVID-19. 

As part of this operation, PTS has 
transported 145 people from Sydney 
Airport to hotel accommodation for 
the mandatory 14 days quarantine 
period as well as others who have 
returned to Australia on cruises 
and hundreds more who have 
been transferred between hotels 
during the quarantine period. A 
small number of transports have 
also included people travelling from 
hotels to a health facility for testing, 
assessment or treatment. 

“The PTS staff coordinating 
and undertaking the airport and 
hotel transfers have really been 
challenged by working in unfamiliar 

environments and dealing with 
people under significant stress.  
The success of this operation 
has largely been due to their 
professionalism and can-do attitude. 
I truly can’t thank them enough,” 
said Shubjeet Kaur, Director, Patient 
Transport Service. 

As part of the COVID-19 response, 
PTS has also been working with 
the Public Health Emergency 
Operations Centre to transport 
people with suspected or confirmed 
COVID-19 from the community to 
a health facility for the purposes of 
testing, assessment or treatment 
when they have had no alternative 
transport options. 

To ensure the safety of  
crews and the community, all 
suspected or confirmed COVID-19 
transports require additional 
infection control procedures, 
including wearing personal 
protective equipment and additional 
cleaning of vehicles and equipment. 

“Throughout this time, staff have 
had to be really vigilant about 
their own health and safety while 
providing safe care for the patients,” 
said Shubjeet. 

“I know this has caused a lot  
of anxiety for them and their 
families, but I want to say that not 
only is HealthShare NSW grateful  
for their efforts, all of Australia 
should thank them.”

 Our Clinical Governance and 
Safety team has helped keep us 
safe and connect us to broader 
clinical practice discussions.

 Our Reception teams have 
stayed onsite through all of  
this and are always there to 
provide a welcome and a 
helping hand; and

 Our Emergency Operations 
Centre and our Procurement and 
Supply Chain Operations Centre 
are overseeing our emergency 
response, meeting challenges, 
providing information, liaising 
with suppliers, and providing 
logistical support.

HealthShare NSW’s ability to 
remain flexible to the changing 
needs of the system has ensured 
that we can continue to provide 
the essential services that keep our 
hospitals running.

We have developed exciting new 
relationships through collaborating 
with our health colleagues, 
including a strong partnership with 
the Clinical Excellence Commission 
that has allowed us to manage the 
increased demand for Personal 
Protective Equipment and other 
medical consumables. 

We have also trialled innovative 
pilots such as our partnership with 
Gate Gourmet, developing a back-
up plan for food service delivery if 
we need it.  

As healthcare workers, we have 
and will continue to feel the true 
impact of this crisis for many 
months. As tough as it currently is, 
this crisis will pass and HealthShare 
NSW will come out stronger than 
ever, because of our people.

Carmen Rechbauer
Chief Executive

 Patient Transport Service  
 keeping us safe 

 Social distancing at Prestons Hub

Continued from page 1
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One of HealthShare NSW’s first 
priorities during COVID-19 has 
been making sure our colleagues 
on the frontline have the supplies 
and equipment they need to keep 
themselves safe and their patients 
well cared for. This means the work 
of our Procurement and Supply 
Chain team has been critical 
and a major focus in the state’s 
management of COVID-19.  

HealthShare NSW has set up an 
internal Procurement and Supply 
Chain Operations Centre  
to coordinate this area of our work, 
working closely with the State  
Health Emergency Operations 
Centre (SHEOC). 

Focus on personal protective 
equipment (PPE) 
Ensuring the availability of 
appropriate PPE for health workers 
is a key priority for NSW Health. Our 
team has pursued all existing and 
new supply avenues to ensure supply 
of clinically appropriate PPE now and 
for the coming months. 

We have significantly increased 
stock levels and secured bulk orders 
of our most critical products to 
supplement what we already have 

in storage. In many cases we are 
fast tracking their delivery via air 
then directly from the airport to the 
hospitals that need them.

This has been a truly mammoth 
effort to keep our frontline staff and 
patients safe – a big thanks to all our 
staff involved.

Demonstrating continued 
responsiveness
2020 has been an unprecedented 
year for this team. Following on from 
floods, drought and bushfires, we 
are now dealing with our biggest 
challenge yet – which is putting 
immense pressure on PPE and  
other products.

We are in a period of significant 
change and are often being tasked 
with setting up new processes in 
very short timeframes. One of these 
changes is the establishment of the 
Premier’s Procurement Group (PPG), 
a whole-of-government approach for 
sourcing critical supplies as part of 
the COVID-19 response. One of the 
reasons for the PPG is to streamline 
procurement efforts and spread the 
load across government. 

HealthShare NSW, on behalf of 
NSW Health, is leading three of the 

 Our Procurement and  
 Supply Chain team  
 plays a critical role

 The State Health Emergency Operations Centre

critical product groups – for masks, 
eyewear and gowns/overalls. Lead 
agencies are responsible for sourcing 
products within their product group 
to meet forecast demand across all 
NSW government agencies. 

The team has also been working 
tirelessly to cap and centralise 
ordering processes for critical high 
demand items. This has all taken 
place, at an early stage, during 
a critical period to prevent initial 
stock shortages and better manage 
statewide supply and demand. 

We’ve increased our reporting 
capacity, working with all our 
customers to more quickly 
understand stock levels already 
available in health facilities to 
increase visibility. The team has 
been reporting daily to SHEOC so 
we can focus on forecasts, gaps and 
upcoming priority deliveries.

Finding time to innovate 
While everyone has been coming to 
terms with the “new normal” we’ve 
also found ways to quickly innovate 
and adapt. The Procurement and 
Supply Chain team has established  
a seven day a week triage service  
for our local health districts  
(LHDs), NSW Government Health 
Agencies (HAs), the Ministry of 
Health and the SHEOC. 

This dedicated email and phone 
line captures and actions urgent 
requests in relation to COVID-19. It 
can be used by LHDs or HAs needing 
urgent supplies for COVID-19 
situations that are occurring at their 
site, or for SHEOC requesting urgent 
action on their behalf.

We’ve also developed  
Home Isolation Kits to assist with 
frontline management of COVID-19 
testing which were distributed to 
hospitals in early April. The kits 
are provided to people who have 
completed a test and include a mask 
to support home isolation efforts, 
with the aim of limiting the potential 
spread of COVID-19. 
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HealthShare NSW’s Make Ready 
Service works across nine 
Ambulance Superstations to clean 
and maintain vehicles and get 
them back on the road quickly. 
The team’s work has increased 
and expanded during COVID-19. 

“We were first impacted when 
vehicles started coming into the 
Superstations that had been 
used to transport patients with 
COVID-19 – we needed to develop a 
rigorous cleaning process to safely 
decontaminate these vehicles,” said 
Jarrad Stewart-Nikolic, Operational 
Manager for Make Ready Service.

“When mandatory isolation 
was introduced for travellers 
returning from overseas, we started 
working closely with Patient 
Transport Service (PTS) to clean 
the PTS vehicles used to transport 
passengers from the airport to 
hotels for quarantine,” said Jarrad. 

“We also cleaned all the vehicles 
used to transport passengers and 
crew from the Ruby Princess cruise 
ship to hotels,” he said. 

“It’s been a really busy time for 
us. The team has been working 
very hard and putting in a lot of 
extra hours. We’ve all had to be 
very flexible and adapt to change 
quickly – everyone has been 
fantastic and really responsive,” 
said Jarrad.

Our Wellbeing team has been critical to our COVID-19 response right 
from the start, coordinating the WHS Assist Line and supporting 
employees who have been affected by COVID-19.

The WHS Assist Line is our first point of contact for staff members from 
HealthShare NSW, eHealth NSW and our Pillars who are unwell or seeking 
advice and support about what action to take in relation to COVID-19.

When restrictions to travel and mandatory isolation were introduced 
in March, calls to the WHS Assist Line increased dramatically. The small 
Wellbeing team was soon working 24/7 and enlisted assistance from their 
peers in Human Resources and Culture & Organisational Development.

As call volumes continued to grow, the team turned to our colleagues 
from the Customer Service Desk (CSD) for assistance in answering calls 
and logging queries in Service Now. Together the CSD and Wellbeing 
teams have responded to more than 1,100 calls so far. 

As more employees required support through testing and isolation, a 
new COVID-19 team was set up within Wellbeing in March to case manage 
the 150+ active cases across HealthShare NSW and eHealth NSW. This 
includes a small number of staff who have tested positive to COVID-19 
and other staff who were self-isolating or otherwise affected. Our Case 
Managers provide advice, guidance and support to affected employees 
and their managers. Where we have positive cases, the team works closely 
with the Contact Tracing team who does thorough contact tracing and 
determines who can return to work and who needs to isolate.

“This has been a real team effort and I’m so grateful for the enormous 
support we’ve received from our colleagues around HealthShare NSW. We 
couldn’t have done it without you all,” said Assistant Director Wellbeing, 
Amitha Mather.

“Our team jumped at the opportunity to support the Wellbeing team. 
I’m really proud of and humbled by the way they’ve responded to this call 
for help at short notice – it’s been a true partnership between CSD and 
Wellbeing which has helped make it so successful,” said Darren Sutton, 
Associate Director Customer Services.

Josie Varlet, Associate Director People & Culture, says she’s really proud 
of the Wellbeing and CSD teams and everyone who has been involved. 
“They’ve undertaken a tremendous amount of work in a responsive and 
most importantly, caring and ‘blue’ way”. 

Our Wellbeing and 
Customer Service 
Desk teams in action

 L to R: Melissa Kerrigan (Wellbeing), Gwenny Asimus (CSD), Jade Starr (CSD) 
and Amitha Mather (Wellbeing)

 Make Ready  
 Service  
 cleans up

 Jacqui Graham and Bailey Gray
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Operation Ruby Princess 
luggage retrieval 
Illawarra Linen Service was asked 
to assist in the final removal 
and evacuation of crew and 
associated baggage from the 
Ruby Princess cruise ship docked 
at Port Kembla.

“We were contacted at  
12.30pm on 23 April and needed 
to be ready to act dockside by 
1.00pm. Within minutes, protocols, 
contacts, a van and driver were 
organised,” says Operations 
Manager John McCreary.

“Without question, employee 
Paul Sharpe volunteered to drive the van and within 30 minutes he was 
dockside awaiting instruction from Police, Border Force and NSW Health.”

Following strict safety protocols, four hours later Paul loaded the crew’s 
luggage into the van, with crew transported by bus. Paul says the journey 
was quite an experience with police escorting all the way to the Sydney 
hotel where the crew and luggage were dropped off. The van was then 
driven to the Ambulance station where it was thoroughly cleaned by our 
Make Ready team. Paul finally arrived home at 9.30pm that night.

“The operation was very professional and no stone was left unturned. I 
was very proud to play my part and represent HealthShare,” says Paul.

Thank you to Paul for going above and beyond to assist with this 
retrieval. This is a great demonstration of how HealthShare NSW can act 
quickly to assist the community in times of need.

Thank you for the  
part you play 
Parramatta Linen Service 
employee Claudia Cardenas 
was grocery shopping in her 
HealthShare NSW uniform 
recently, when a staff member 
thanked her for her efforts 
working in Health during the 
COVID-19 pandemic.

“Claudia was taken aback as to 
why she should be thanked by 
the general public for just doing 
her job. Once I heard this story, I 
thought ‘wow staff don’t realise 
what a wonderful job they do as an 
essential service supplying linen to 
the public hospital system’”, said 
John Golden, Operations Manager 
at Parramatta Linen.

“Everyone working in HealthShare 
NSW laundries should take pride 
in providing a critical service that 
is sometimes overlooked. It was 
fantastic to see Claudia recognised 
for the work she does,” said John.

 Our Linen Services  
 do us proud 

 Jennifer Van Cleef, 
Executive Director, 

Clinical Support Services 
having her temperature 

checked by Lee Cartwright, 
Production Manager 

Newcastle Linen Service

Keeping us safe and well
To keep everyone safe and well in our Linen sites, all staff,  
contractors and suppliers coming on-site must complete a  
Wellness Self-Assessment which includes a temperature check.

Paul Sharpe

Claudia Cardenas
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Payroll jumps 
into action 
Our Payroll team did an 
amazing job implementing  
the Minister for Health’s  
decision to temporarily cease 
car parking deductions for 
healthcare workers. 

“We were notified on Good 
Friday that deductions needed  
to cease as soon as possible and 
by Monday Payroll had a plan and 
had partnered with eHealth NSW 
to start the work straight away,” 
said Jaymie Ling, Acting Director 
Payroll and Customer Experience.

This was not a simple  
process because car parking is 
calculated differently for different 
people – some per day, some per 
hour, some based on different 
rostering factors. All these 
different elements had to be 
identified and ceased.

“Within a week the team had 
put this into action and also 
organised to speedily refund any 
charges that went through after 
the cessation date,” said Jaymie.

“The Payroll team did an 
incredible job in a very short 
time. We are very grateful for the 
fantastic support we received 
from other teams and eHealth 
NSW,” he said.

Chief Executive Carmen 
Rechbauer received an email of 
thanks from Ryan McKeon, A/
Executive Director - Financial 
Data Analytics, Reporting, and 
Governance at the Ministry 
of Health who said “The agile 
response by your teams to 
implement the Minister’s free 
car parking initiative has been 
phenomenal. The communication 
across teams has been clear, 
timely and effective, enabling a 
very quick turnaround. Thank you 
so much.”

2020 will go down in the history 
books as one of the most 
challenging and life-changing 
years on record, but despite this, 
our Food and Patient Support 
Services (FPSS) teams continue 
to take everything in their stride 
and reinforce the importance of 
frontline workers in our society. 

From the devastating drought  
and bushfires earlier this year  
to the current COVID-19 pandemic, 
the daily operations of FPSS  
look very different to what they 
used to, but the commitment, 
support and hard work from our 
teams has not wavered. 

When you look inside our FPSS 
sites now, you will see our small 
team model in operation, where 
FPSS staff work with the same 
group of team mates each day, 
sharing their shift times, breaks and 
leave days together. The work day 
starts with a temperature check and 
you will see lots of social distancing, 
but still plenty of smiles and laughs. 

FPSS’s Yammer has been flooded 
with lots of great photos and stories 
from across our Clinical Support 
Services' workforce. These include 
inspiration cookies baked for 
patients at Woy Woy Hospital and 
speed dating with the team from 
Goulburn Hospital, who now use 
their lunch breaks to learn more 
about their team mates. 

“In this incredibly challenging time, 
we have seen amazing resilience 
and courage from our FPSS team 
members as they continue their 
essential frontline work for NSW 
Health,” said Joel Bardsley, Acting 
Director FPSS. 

“At the beginning of April, we 
moved quickly to implement 
changes to our operations in line 
with Federal Government guidance 
on flattening the curve, social 

 (Top to bottom) Joel Papa and Elizabeth 
Schofield at Royal North Shore Hospital 

 Inspiration cookies from Woy Woy  
Food Services 

 Leanne Townsend and Jacob Allen  
at Armidale Hospital

Our Food & Patient 
Support Services’ heroes

distancing and stopping the  
spread – completely new  
concepts for all of us.” 

“Despite rapid change, our FPSS 
teams have been absolute rock 
stars in responding to new ways of 
working and continuing to provide 
an outstanding level of service to 
our patients and customers.”

“We know everyone is doing  
it tough right now and home  
life is challenging, particularly  
for our team members with young 
families. Thank you so much for 
everything you are doing to provide 
this critical service to our customers 
and patients in NSW public 
hospitals. We couldn’t do it without 
you!” said Joel. 
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HealthShare NSW’s Recruitment 
team has been working in 
overdrive during the COVID-19 
crisis, bulk recruiting casual staff 
to supplement our HealthShare 
NSW workforce to meet increased 
demand and forecasted need.

“Our Recruitment team has taken 
on the role of Hiring Manager during 
these unprecedented times. They’ve 
developed EOIs, received and 
culled applications, and conducted 
interviews and reference checks 
for hundreds of new staff so our 
frontline managers can focus on 
their critical day-to-day work looking 
after our patients and customers,” 
said Arina Du Toit, Associate Director 
Talent and Workforce Planning.  

The Recruitment team – bolstered 
by reinforcements from other 
Workforce teams – has been able to 
streamline the recruitment process 
from application to interview, to 
make it shorter and more efficient. 
Ensuring all new staff have the 
appropriate vaccinations still takes 

Recruitment during COVID-19*

* To end April

3,684  
applications 
received for 
casual pools

963  
candidates 

assessed and 
processed

785  
interviews 
conducted

674  
reference 

checks 
completed

time, but is a critical part of  
the process, especially in the  
current climate.

HealthShare NSW has been 
working with the Health Services 
Union to offer extra hours to our 
existing casual and part-time 
employees where they have 
expressed an interest in more hours. 

We’ve also had the opportunity 
to think outside the box and have 
linked with organisations like Qantas, 
Accor, Lifeline and Virgin to offer job 
opportunities to their staff.

“This has been an incredible effort 
from the Recruitment team. They’ve 

had to think on their feet to problem 
solve quickly and meet a big increase 
in demand while keeping BAU work 
on track,” said Arina.

“I’ve really noticed how resilient 
the team is and how willing everyone 
has been to step up and help where 
they’re needed. And interestingly, 
I’ve heard from lots of people that 
they’re feeling more connected than 
ever, even though they’re working 
remotely,” she said.  

Thank you to the Recruitment team 
and everyone who has assisted them 
for doing an amazing job supporting 
our frontline teams.

 Recruitment  
 team in overdrive 

Our Recruitment team catching up 
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COVID-19 has reminded us all 
to “be prepared” when it comes 
to the delivery of our essential 
services for NSW Health. For our 
food service delivery, this means 
having a plan B in place to deliver 
meals to patients in case there 
is a positive COVID-19 diagnosis 
for an employee or an increase in 
bed capacity. 

This is where Gate Gourmet, 
the world’s largest airline caterer, 
comes in. HealthShare NSW has 
partnered with Gate Gourmet to 
provide a secondary supply chain 

for our food services as part of our 
contingency planning. 

An initial trial took place  
during dinner service at  
Blacktown Hospital on Thursday 
30 April. A select number of 
patients received a meal produced 
and delivered by Gate Gourmet. 
Much like meal service on a flight, 
patients were offered a choice at 
point of service between a chicken, 
beef and vegetarian hot meal, as 
well as a bread and spread, juice 
and dessert. 

“The trial at Blacktown Hospital 

EnableNSW supporting customers, patients and prescribers 

Meal service from the skies

In response to COVID-19, EnableNSW has 
adapted its service model to support prescribers 
and customers.  The customer service team is 
maintaining an honest and open dialogue with 
customers and prescribers about equipment and 
repair delays and working closely with clinical 
advisors to help source alternative products 
where there are shortages or extended backorder 
problems. At the same time, the clinical advisors, 
realising that in the current environment face-to-

face consultations are challenging, have adapted 
the approvals process to support telehealth, phone 
and video consultations. 

EnableNSW is also supporting patients who are 
eligible for the National Disability Insurance Scheme 
(NDIS) to leave hospital sooner. The goal of this 
temporary pathway is to loan people equipment and 
provide temporary or minor home modifications to 
help them discharge from hospital when they are 
medically ready. 

was a success and it was great to 
see how this could work should we 
need to implement it in the future,” 
said Zdenka Fuller, Associate 
Director Supply Chain Innovation – 
Nutrition and CBORD Services. 

“We’re in unchartered territory 
and have needed to think about 
different ways of working. The 
Gate Gourmet partnership is an 
innovative approach to our meal 
delivery and reinforces that we are 
an agile and flexible organisation 
who can respond quickly to 
changing customer needs.”

“An added benefit is that we’ve 
been able to provide jobs within 
Gate Gourmet that would have 
otherwise been lost due to the 
downturn in the aviation industry.”

“Following the trial, we’re now 
finalising the process as part of our 
contingency planning. Hopefully 
this incredible planning doesn’t 
need to come to life, but if and 
when it is needed, it’s great to know 
that we’re ready to go  
with such a unique solution,”  
said Zdenka. 

A big thank you to the Blacktown 
Hospital Food Service team for 
their fantastic work on this trial. 

“The whole Food Service Team 
at Blacktown was really positive, 
enthusiastic and excited to be the 
chosen HealthShare NSW site for 
this trial,” said Jennifer Millard, 
Food Services Manager. 

 Food Service Assistant Gale Reed delivering Gate Gourmet meals during trial
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