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The AH&MRC Compliance Team

The Aboriginal Health and Medical Research Council Compliance Team supports 
Aboriginal Community Controlled Health Services (ACCHSs) to strengthen 
service quality, clinical governance, organisational systems, and long-term 

sustainability through Continuous Quality Improvement (CQI).



Support We Provide

❖ Accreditation preparation and support 

❖ Continuous Quality Improvement (CQI) mentoring 

❖ Governance and risk management support 

❖ Medicare and compliance support 

❖ Training, education, and capability building 

❖ Support with implementing best practice systems and processes 

❖ Digital health systems and governance support

The AH&MRC Compliance Team



How We Strengthen Services

❖ Build capability and capacity across Member Services 

❖ Support services to identify and implement improvements 

❖ Promote culturally safe, high-quality healthcare delivery 

❖ Assist services to strengthen governance and operational systems 

❖ Encourage continuous learning, collaboration, and sector-wide improvement

❖ Support business sustainability models and long-term organisational 
resilience

The AH&MRC Compliance Team



Sector Initiatives

❖ Annual CQI State Forum 

❖ Statewide training and education sessions 

❖ Networking and peer-learning opportunities 

❖ Compliance Workshops

The AH&MRC Compliance Team
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Background

❖ Aboriginal Health Practitioner (AHP)
❖ Former Practice Manager
❖ Accreditation Surveyor
❖ Certificate IV in Training and Assessment (TAE)

❖ Over 20 years experience across the Aboriginal Community 

Controlled Health sector
❖ Extensive experience across clinical, operational, 

governance, workforce, and leadership roles within 
ACCHSs

Jade Hansen Director of Recovery

Support I Provide

❖ Governance and organisational recovery support
o Operational reviews and service improvement 

support
o Business sustainability and workforce planning
o Executive mentoring and leadership support
o Risk management and organisational 

strengthening
❖ Medicare and operational support

o Medicare education, training, and compliance 
support

o Practice management mentoring and systems 
support

o Support with operational workflows and service 
delivery models

o Guidance aligned with RACGP and other 
accreditation frameworks

Current Projects

❖ Development of the 
AH&MRC Compliance 
Unit Resource Suite 

My Role

❖ Lead and support Member Services through 
organisational recovery, governance, and 
sustainability initiatives

❖ Support services to strengthen operational 
systems, leadership capability, and long-
term service sustainability

❖ Provide mentoring, coaching, and practical 
support to CEOs, managers, and 
operational teams

❖ Deliver sector support aligned with best 
practice, community-controlled principles, 
and accreditation requirements



Background

❖ [insert bullet points]
❖ 14 years working in the space of Aboriginal Health
❖ 9 years working for AH&MRC supporting Member Services 

on the ground

❖ 5 years working for 2 PHNs in chronic disease management 
for the Wiradjuri and Dharawal communities

❖ Previously an eye surgeon in the Philippines

Richie Garcia Head of Compliance

My Role

❖ Manage the Compliance Team with providing support to 
Member Services relating to their MBS, accreditation, 
governance and data management requirements.

❖ Deliver onsite Clinical & CQI training sessions to 
ACCHSs.

❖ Provide support to the Compliance accreditation officer 
during onsite pre-audit visits.

❖ Maintain and develop strong mutual partnerships with 
relevant key stakeholders.

Support I Provide

❖ Manage the Compliance Team with providing support to Member Services

❖ Medicare compliance support

❖ Education and capacity building to maintain positive trending with nKPIs

❖ Increase uptake of health assessments, care plans/reviews and follow-up 
care activities

❖ Strengthen clinical governance

❖ Education on the ACCHS model of care

❖ Provide support in mentoring clinical staff as required

❖ Evaluation of the programs and initiatives provided by the Compliance team

❖ Evaluation of AH&MRC Compliance accreditation and CQI Medicare 
training program delivery



Background

❖ Over 10 years of experience across eye health, vision 
research, public health, digital health, and community 
engagement.

❖ 4 years of experience supporting ACCHSs with the 
implementation of digital health initiatives and culturally 
safe health programs.

❖ Passionate about strengthening digital capability, health 
equity, and culturally appropriate service delivery across 
community-controlled health services.

Nisha Singh
Compliance Coordinator – Digital Health

My Role
❖ Coordinate and support digital health initiatives 

across Aboriginal Community Controlled Health 
Services (ACCHSs).

❖ Support culturally safe implementation of digital 
health tools including My Health Record, 
ePrescribing, telehealth, secure messaging, and 
cybersecurity initiatives. 

❖ Work collaboratively with ACCHSs, government 
agencies, and digital health partners to 
strengthen digital capability and service delivery.

❖ Develop resources, communication materials, 
guidance documents, and digital health 
education tools

❖ Coordinate training, education, & digital health 
support to ACCHS staff and stakeholders.

Support I Provide
❖ Assistance with adoption and use of My 

Health Record, ePrescribing, telehealth, 
and secure messaging systems. 

❖ Development of culturally appropriate 
resources, handbooks, guides, and 
training materials. 

❖ Stakeholder engagement and 
coordination between services, 
government agencies, and technology 
partners. 

❖ Data quality support, reporting 
assistance, and improvement activities.

Current Projects
❖ Supporting digital health uplift and 

capability building across ACCHSs.

❖ Developing a Digital Health Handbook 
to support ACCHSs with 
accreditation, compliance, data 
quality, CQI, and implementation of 
digital health initiatives.

❖ Supporting implementation and 
promotion of My Health Record and 
ePrescribing initiatives. 

❖ Collaborating with stakeholders to 
improve culturally safe digital health 
practices and community 
engagement.



Background

❖ Over 15 years experience in medical administration and 
Medicare

❖ 5 years experience working within an Aboriginal Community 
Controlled Health Service (ACCHS)

❖ Experience supporting Medicare billing, claiming, 
compliance, and practice operations

Katie Fialkowski Medicare Jurisdiction Coordinator

Support I Provide

❖ Medicare claiming and billing support
❖ Guidance on Medicare requirements and 

compliance
❖ Assistance resolving claiming issues and 

practice challenges
❖ Updates and education on Medicare 

changes and item numbers
❖ Practical support for Medicare Officers and 

practice teams
❖ Sector-wide knowledge sharing and 

capability building

Current Projects

❖ Establishment of the AH&MRC 
Medicare Community of Practice 
(CoP)

o Creating opportunities for 
services to connect and share 
knowledge

o Supporting collaboration 
around common Medicare 
challenges

❖ Strengthening statewide Medicare 
capability across Member Services

❖ Improving communication and 
support pathways for Medicare 
Officers within the sector

My Role

❖ Support Member Services across all areas 
of Medicare and claiming

❖ Assist services to understand Medicare 
requirements and navigate changes to item 
numbers and billing rules

❖ Work collaboratively with services to 
resolve Medicare and claiming challenges 
in practice

❖ Provide practical guidance to strengthen 
Medicare compliance and confidence 
within services

❖ Support services to improve understanding, 
accessibility, and consistency within 
Medicare processes



Background

❖ 3 years experience working within an Aboriginal Community 
Controlled Health Service

❖ Passionate about Aboriginal health, youth advocacy, and 
strengthening pathways for Aboriginal communities within 
healthcare systems

Clarinda Stewart Medicare Administration Trainee

My Role
❖ Support Member Services and Aboriginal 

communities through healthcare system 
strengthening and engagement activities

❖ Work collaboratively with services to 
improve communication, support 
pathways, and access to healthcare 
services

❖ Provide assistance on site visits to Member 
Services to build relationships and 
understand operational challenges

❖ Contribute to statewide initiatives focused 
on improving Aboriginal health outcomes 
and community wellbeing

❖ Advocate for culturally safe, accessible, 
and community-led healthcare system

Support I Provide
❖ Support community engagement and 

relationship building activities

❖ Provide support to Member Services through 
communication and engagement activities

❖ Participate in onsite visits and support 
activities with Member Services across NSW

❖ Support youth advocacy and representation 
initiatives

❖ Assist with statewide Aboriginal health and 
wellbeing projects and initiatives

❖ Continue developing knowledge and skills 
within Aboriginal health, Medicare, and 
community support systems

Current Projects
❖ Recently completed TAFE studies in 

health and community services and 
currently undertaking training as a 
Medicare Trainee, continuing to build 
knowledge in Medicare systems, patient 
access, compliance, and healthcare 
support services.

❖ Proud member of the NSW Youth Council, 
advocating for Aboriginal youth 
representation in statewide conversations 
and decision making.

❖ Speaker and contributor with the Mental 
Health Commission of NSW, supporting 
discussions focused on improving mental 
health systems and culturally safe 
supports for Aboriginal communities and 
young people.



Background

❖ Registered Nurse (RN)

❖ Former Practice Manager

❖ Co-surveyor for Accreditation Assessments

❖ Experience in clinical governance, accreditation, 
compliance, and quality improvement systems

Katelyn Pascoe
Compliance Coordinator – CQI and Accreditation

My Role

❖ Support Member Services with Continuous
Quality Improvement (CQI) and 
accreditation activities  

❖ Assist services to strengthen governance,
systems, and compliance processes  

❖ Work collaboratively with services 
to identify improvement opportunities and 
implement sustainable change  

❖ Provide practical guidance aligned with 
best practice and accreditation standards

Support I Provide

❖ Accreditation preparation and readiness 
support 

o Onsite assessments, site audits, and 
mock surveys 

o CQI audits, reviews, and improvement 
planning 

o Mentoring and capability building for 
services 

❖ Governance and compliance support 
o Policy, procedure, and resource 

support 
o Support with clinical governance and 

quality systems 
o Practical guidance aligned with RACGP 

and other accreditation frameworks 

Current Projects

❖ Development of the AH&MRC 
Compliance Unit Resource Suite 

o Policies and procedures 
o Registers and templates 
o Workforce and governance 

resources 
o Accreditation and CQI tools 

❖ Re-establishing the CQI Collaborative 
o Strengthening sector 

networking and peer learning 
o Sharing best practice and 

improvement initiatives 
o Supporting statewide CQI 

capability development



Why the Resource Suite Was Needed

 Common Challenges Across the Sector

❖ Duplication of operational work across services

❖ Limited time and workforce capacity

❖ Inconsistent systems and documentation

❖ Increasing accreditation and compliance requirements

❖ Difficulty accessing practical operational resources

❖ Need for adaptable, culturally safe templates and tools

Developed to Support Member Services Through

❖ Practical and operationally focused resources

❖ Consistent templates and governance tools

❖ Stronger accreditation and CQI support

❖ Improved operational efficiency and sustainability

❖ Adaptable resources designed specifically for ACCHSs



Aim of the Resource Suite
The Resource Suite has been designed as a centralised collection of practical resources to support Aboriginal Community 

Controlled Health Services (ACCHSs) in strengthening governance, operational systems, accreditation readiness, 
and Continuous Quality Improvement activities.

Key Objectives
❖ Provide practical and adaptable operational 

resources

❖ Reduce duplication of work across the sector

❖ Promote consistency and best practice systems

❖ Support sustainable organisational growth and 

capability

❖ Strengthen long-term quality improvement and 

governance frameworks

Designed to support: 

❖ Governance and compliance 

❖ Accreditation readiness 

❖ Clinical governance and risk management 

❖ Workforce and operational consistency

❖ Continuous Quality Improvement (CQI) 

implementation

❖ Culturally safe and community-controlled 

service delivery



What’s Included in the Resource Suite

Governance, Policy & 
Procedure

❖ Policy and 
procedure 
templates 

❖ Manuals and 
governance 
resources 

❖ Clinical 
governance tools

Workforce & HR 
Resources

❖ Duty statements

❖ Interview guides

❖ Induction 
resources

CQI & Risk 
Management

❖ CQI templates 
and improvement 
plans

❖ Audit tools

❖ Risk and incident 
registers

Accreditation & 
Compliance

❖ Accreditation 
readiness tools

❖ Self-assessment 
resources

❖ Standards 
mapping guides

Medicare & 
Operational 
Resources

❖ Medicare guidance 
documents

❖ Quick guides and 
fact sheets 

❖ Operational 
templates and 
tools



What Makes the Resource Suite Different

 
Focused on 

Sustainability

❖ Supports long-term 

capability building

❖ Encourages consistency 

and shared learning

❖ Strengthens governance 

and operational systems

Developed Specifically for 
Aboriginal Community 

Controlled Health Services 
(ACCHSs)

❖ Community controlled 

focus

❖ Grounded in community 

controlled models of care

❖ Adaptable across different 

service models

Developed From Real Sector 
Experience

❖ Based on audits, accreditation and 

CQI support

❖ Informed by common sector 

challenges

❖ Shaped through statewide 

engagement

❖ Developed by staff with hands-on 

experience in ACCHS operations 

and service support



Duty Statement



Duty Statement



Interview Guide



Interview Guide



Induction Guide



Induction Guide



Policy and Procedure



Policy and Procedure



Policy and Procedure



Continuous Quality Improvement & 
Operational Systems

The Resource Suite includes practical tools to support Continuous Quality Improvement (CQI), operational consistency, monitor ing 
activities, and accreditation readiness across Member Services.

Resources Include

❖ CQI improvement plans 
❖ Audit and review templates 
❖ Risk and incident management registers 
❖ Accreditation and self-assessment tools 
❖ Operational workflow resources 
❖ Patient Management System (PMS) 

guidance documents 
❖ Monitoring and compliance tools 

Key Focus Areas

❖ Continuous improvement and 
accountability 

❖ Governance and risk management 
❖ Operational consistency 
❖ Accreditation and compliance 

monitoring 
❖ Data integrity and system governance 
❖ Practical implementation across day-

to-day operations



Patient Management Systems User Access Guide
Best Practice 



Patient Management Systems User Access Guide
Best Practice 



Patient Management Systems User Access Guide
Communicare



Risk Management Framework & Register



Accessing the Resource Suite

The Resource Suite is being developed as a centralised 

collection of practical resources available to AH&MRC 

Member Services through the Member Portal.



Visit AH&MRC 
website 

Navigate to the 
top right-hand 
side of the 
website, where 
you will find a 
maroon ‘Login’ 
button in the top 
menu bar.

Click ‘Login’. 

1

2

3



It will take you to a 
log in page. If you 
know your account 
details, log in here. 
If not, select ‘Don’t 
have an account? 
Sign up’ underneath 
the white log in box.
 
It will present you 
with 2 membership 
options. Select 
‘Ordinary User’ on 
the left-hand side.

4

5



Fill out the New 
Membership 
Form. You will only 
need to fill out your 
name, email 
address, job title, 
and organisation.  

Your account will go 
into a cooling off 
period until the 
comms team create 
your account (within 
an hour in business 
hours).

6
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This will take you to 
the Member 
dashboard. From 
here, you will see 
‘Action Items’. 

You will see relevant 
information for 
Member Services, 
upcoming grants, 
and other news. 

Select ‘New CQI 
Resource Suite 
Available Now’. 

8
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You will also be able 
to access the 
Resource Suite under 
‘Resources’ from our 
website’s main 
navigation bar. It will 
take you to all of our 
resource categories.

Please note that you 
must be logged in to 
access the Member-
only Resource suite. 

11
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Future Development & Next Steps
The Resource Suite will continue to evolve through ongoing collaboration, implementation activities, and engagement 

with Member Services across the sector.

The Resource Suite will continue developing in response to sector needs, operational challenges, and emerging priorities 
across Aboriginal Community Controlled Health Services.

Current Priorities

❖ Expanding practical operational 
resources for ACCHSs

❖ Strengthening accreditation, CQI, 
and governance support tools

❖ Increasing Medicare, digital health, 
and compliance resources

Planned Activities

❖ Development of additional 
workforce and operational 
templates

❖ Expansion of accreditation, 
CQI, and risk management 
resources

❖ Ongoing Member Service 
consultation, feedback, and 
collaboration

Continued Development Focus

❖ Supporting consistent and 
sustainable systems across 
ACCHSs

❖ Strengthening statewide 
collaboration and shared 
learning

❖ Maintaining alignment with 
sector priorities and best 
practice standards



Open Discussion & Feedback
Thank you to all Member Services for your ongoing collaboration, engagement, and commitment 

to strengthening quality improvement, governance, and culturally safe healthcare systems across 
the sector.

We value:

❖ Feedback on the Resource Suite

❖ Suggestions for future resources and tools

❖ Ideas for CQI collaboration and shared learning

❖ Discussion around operational challenges and sector priorities

❖ Ongoing engagement and partnership with Member Services
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