
 

 

 

 

 

 

 

FY16 in Review 

Annual Report 

1 July 2015 to 30 June 2016 

ABOUT RAPHS 

Rotorua Area Primary Health Services is the Primary Health Organisation coordinating and supporting primary care services for 72,000 

enrolled service users in the Rotorua District, including Murupara and Mangakino. 

As a not-for-profit clinical network, we have been committed to improving health and wellbeing in the Rotorua region for over 25 years. 

We work closely with healthcare teams including 16 member general practice providers, to support a high performing primary care 

network.  

  

  

  

  

  

 

  

    



 

 

 

 

 

  

A Year of Change . . .  

The Rotorua Area Primary Health Services (RAPHS) network has a long history 

of providers working together to deliver excellent primary health care services. 

This strength is embedded in the core values for RAPHS of partnership, 

accountability, equity, and improved outcomes and experience; qualities that are 

more important than ever as national Health Strategy refreshes to focus on better 

designing health services that meet the needs of people to live well, stay well and 

get well. 

The updated national strategy sets a framework for addressing significant system 

and fiscal pressures with a focus on a new way of working as one team, to deliver 

efficient and effective person-centred care. 

In the future, successful and sustainable health services will be part of an 

integrated network of providers, supporting collaboration between health and social 

sector partners, and all adopting new ways of working to deliver greater service 

efficiency and better meet people’s needs (both the needs of consumers and the 

needs of providers). The complexity inherent to realising this vision cannot be 

understated, particularly for communities like Rotorua with significant deprivation 

and social need influencing health outcomes and service access.  

In the past year, reconfiguration of the RAPHS operating model and strategic work 

plan to align with the changing direction of the health and disability sector, has been 

a significant focus for the organisation, with substantial success. 

Partnership, innovation, and collaboration have underpinned this activity.  

Highlights for FY16 

Our partnership through the Team Rotorua Alliance, with Lakes DHB and the  

Te Arawa Whanau Ora Collective, has matured to deliver an Action Plan for 

change; with RAPHS redesigning PHO services to meet Alliance goals for: 

 Patient-centred care collaboration 

 Improved quality of life and slowing the progression of disease, 

 Shared Information 

with all these services building on the LINC model of care to further integrate the 

RAPHS network, and future work using shared analytics to drive change in priority 

areas such as the management of acute demand, and workforce support. 

This year our innovation and reputation as leaders of best practice have been 

recognised nationally, with outstanding results in the peer review vs PHO 

contractual requirements, plus an award for Best Professional Service nationally. 

Collaboration with health and social service providers is advancing quickly through 

the new inter-disciplinary RAPHS Extended Care Support Team. 

Restructuring, relocation, service redesign and a new work plan all define a 

roadmap and action plan for RAPHS to build on these successes and work with 

our partners to further support change necessary for the sector. 

 

To deliver greater integration 

and system performance, FY16 

encompassed a significant 

change program for RAPHS, 

which included: 

 Rollout of the Team 

Rotorua Alliance Action 

Plan 

 Development and 

implementation of  

new services  

 Physical relocation  

 Staff restructuring, and 

 Development of a new 

Strategic Plan  

 

Kirsten Stone 
Chief Executive Officer 

 

 



 

 

 

 

  

RAPHS General Practices Delivered 

 > 400,000 
Episodes of care for patients 

RAPHS identified* as a national 

LEADER 

in significant areas: 

 Pharmaceuticals 

 Service Development 

 Information Platforms  

 Service Integration  

Plus several RAPHS initiatives 

identified and published  

as a national 

EXEMPLAR 

of best practice: 

 Implementation Plan  

    for Patient Portals 

 Best Practice Support Plan 

 Older Persons and    

    Workforce Capacity Analysis 

 Information Security 

    Policies Framework 

* Through national peer review 

 

            COMMUNITY  
 

Maori 

 
 

 
NZ European 

 
 

 

71,913 
Enrolled Service Users 

Q4 2016 

 1.3% since Q4 2015 

% Member practices providing 

100% 
FREE services for children 

aged under 13 

Practice WORKFORCE 

46 FTE  GPs 

46 FTE  Nurses 

2 FTE Nurse Practitioners 

1:1563   ratio of  GPs : ESU 

RANKED 

TOP 

In compliance with PHO 

contract requirements in a 

national peer review of  

PHO performance 

1st 

RAPHS AWARDED PSNZ 

Professional  
Service of the Year Award, NZ 
For new Clinical Pharmacy service 
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Better help for smokers to quit More heart and diabetes checks Increased Immunisation

Health Targets

Q1 Q4 Target

 

Priority Areas for Action 

Improve Child Health  Reduce the impact of Long Term Conditions  Improve patient & workforce Experience   Reduce Inequalities 
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RAPHS

Lakes DHB

Te Arawa 
Whanau Ora 

Collective

Working Together . . .  

Team Rotorua Alliance KEY ALLIANCE GOALS: 

1. Services to Slow Progression  

of Disease and Improve Quality 
of Life 

2. Actions to Enable Patient-

Centered Care Collaboration 
to Support Improved Health 
Outcomes, Service Access and 
Patient Self-Management 

3. Shared Information as a Key 
Enabler of Integrated Services 

 

RAPHS Contribution to Alliance 

Flexible Funding Pool FY16: 

 

 

 

New Alliance Services  
implemented in FY16 by RAPHS 

 

Slow progression 
of disease

• Clinical Pharmacy Service: establish linkages with 
general practices, local pharmacies, and secondary 
services to deliver a new Clinical Pharmacy Service in 
primary care. Pharmaceutical Society Professional 
Service of the Year Award, 2016 Winner.

Patient-Centred 
Care Collaboration

• Extended Care Support Team: Reconfigure existing 
RAPHS nurse services to support new integrated 
service model, and facilitate collaboration with 
Whanau Ora team and practices to coordinate care 
for patients with complex needs

Shared 
Information

• Secure email for Rotorua LMCs

• Expand PatientWise availability to wider hospital

• LINC disease registers to include identification of at 
risk individuals (hospital admission)

All Alliance services build on the LINC model of care in a systematic way to 

support integrated service provision across the RAPHS network 

  Alliance Leadership Team costs 

  Funded Cervical smears  

for target patients 

  Extended Care Support Team  

development, and delivery 

  Clinical Pharmacy Service  

development, and delivery 

  Community Outreach  

and links with Whanau Ora initiatives 

  Clinical Leadership roles 

  Disease Registers development  

and delivery 

  RotoVegas youth health one-stop 

shop funding support 

  Green Prescription and family 

lifestyle coach funding support 

  Funded CVD Risk Assessment  

for target patients 

  Health Promotion and scoping for 

new Health Navigation service 

  PatientWise licensing for Rotorua 

Hospital (shared view of information) 

 

 



 

 

 

 

  

 5 
The Evolution of Care . . .  

LINC Model for Integrated Care 

 

Multidisciplinary  
service provision 

through connected 
health and social 
service providers

Smart IT 
Tools and 
provider 
support

Personalised 
care 

coordination

 

RAPHS Healthcare Home: 

Patient-centred care delivered by 

an integrated, comprehensive, and 

accessible team focused on 

delivery of safe and effective 

services to meet patient needs, 

from the simplest to the most 

complex conditions; and linked to 

an enrolling general practice by 

network support from RAPHS 

 

 

Smart IT tools and system support 

coordinated and delivered by RAPHS 

connect and integrate the LINC network. 

 

LINC connected network supports an 

interdisciplinary team environment, with 

relationships of trust and respect 

between patients and providers, and a 

shared focus on quality and safety. 

Future Development Priorities 

To support better patient and sector outcomes, the focus for RAPHS is enabling new models of care and further service integration 

Mapping the Alliance Action Plan to LINC 

 

 

LINC delivers the healthcare home model of care for RAPHS, to put the patient at the centre of 

care, and coordinates care from an enrolling general practice through a wide network of service 

providers (community, primary and hospital) who collaborate together in meeting patient needs. 

 

http://www.google.co.nz/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjI57PKmsLPAhVElZQKHeUQAPIQjRwIBw&url=http://sharp3.org/?ait-items%3Dhomehealthcare&psig=AFQjCNET89hEkthUPAtz9oDqessfpuu_gA&ust=1475706672821593


 

 

 

 

  

Closer to Home . . .  

Care Element RAPHS Activity FY16 Included Highlights 

Supporting a  
Healthy Start  

for all Children 
 

 Enhancements to New Born Enrolment processes  

 Regular reporting of performance to practices  

 Active involvement in the iMDT process 

 Rheumatic fever database 

 Child Health Immunisation Coordinator 

Creating and building the iMDT platform 
on PrimeWise  
 
Connecting providers to find the 
unrolled and unimmunised  children 

Enhanced primary care 
support 

 

 Health Promotion and coordinated communications 

 EnrolWise register management 

 Practice performance and benchmarking reports 

 Accreditation programme 

 Practice toolkits, eg Patient Portals, Foundation Standards 

 Integrated phone, email and PMS support 

 Business continuity solutions  

 Integrated data and information systems (see page 7) 

Recognised as a leader of best practice 
and innovation in nation-wide peer 
review of PHOs led by MOH; with several 
RAPHS exemplars published nationally 

Community-based 
services  

 

Integrated Packages of Care: 
Eg: Admission avoidance; Cellulitis; Correction of dehydration; 
DVT; ED frequent flyer support; Insulin Initiation; Prevention of 
readmission; Suspected renal colic 

 

1085 packages of care  
delivered in primary care 
as an alternative to hospital admission 

Proactive care 
coordination focused 

on prevention, early 
intervention, 

rehabilitation and 
wellbeing for people 

with long term 
conditions 

 

 LINC practice-based care coordination for LTC  patients, 

linking risk stratification to custom care plans 

 Integrated wrap-around services to support LTC patients,  

eg retinal screening 

 Establishment of the RAPHS Extended Care Support Team, 

including integrated Nursing and Clinical Pharmacy  

 Provision and maintenance of  patient registers – More Heart 

and Diabetes, Smoking, Diabetes and LINC   

 Health navigation support – breast and cervical screening  

RAPHS Clinical Pharmacy service award 
winners at the NZ Pharmacy awards for 
Professional Service of the Year  
 
 

Multidisciplinary Team 
(MDT) support 

including coordinated 
health and social care 

 

 RAPHS MDT meeting, led by Extended Care Support Team, 

linking to and including practices, specialists, social and care 

providers to develop and deliver care plans for patients with 

complex needs 

 Coordinated community outreach 

 Established relationships MSD and Whanau Ora 

MDT linking health and social service 
providers 

 Lakes DHB District Nursing, NASC, 
Mental Health Services, MAMU, ED, 
Community Geriatrician 

 Community providers, eg physio, 
pharmacy 

 Social agencies 

 General practices 

Workforce 
development 

 

 In practice Extended Care Support Team support 

 Coordinated CME and CNE education sessions  

 Peer review support and PDRP 

 Education – LTC management, L7 Diabetes, Smear Taking   

 Practice Managers forum and CAE programme 

 Nurse Practitioner support 

RAPHS has developed a strong 
collaborative relationship with Waiariki 
Polytech and regularly present and 
assess clinical activity for their students 
 
The RAPHS DON supports new nurses 
and health care assistants into primary 
care employment 
 

 

A core role for RAPHS as a PHO is to support patients and providers by facilitating service delivery so  

that people have access to care, information and support as close as possible to home 



 

 

 

 

  

 7 
Smart IT . . .  

Patient Portals Internet

RAPHS WAN

ACC

MOH

Youth Services

Community based 
nursing services

GP Practices

Aged Care
Remote Home

Firewall

Mobile Clinical 
Teams

RAPHS Data Centre

RAPHS

Business Continuity

Extended Care 
Support Team

DHB’s

RAPHS Integrated Network

AfterHours
Services

Router

Router

Connected Health

Patients

Auckland

Secure Network, Health Intranet access and service 
provision, Unlimited user Broadband

Network Monitoring and Intrusion Protection
Remote access and user support 24/7

HISO Alignment, HL7 standards
PMS hosting, application maintenance and upgrades

Server Performance monitoring
Email and email filtering

Organisation and user File shares
Backups and Business Continuity

Role based Shared Care Access (patient and 
providers)

Business and Provider reporting services
Operational data stores (ODS) and data warehousing 

(Kimball)

School Services

PatientWise

Primewise

Shared Care record

 

RAPHS enjoys the unique advantage of member practices collaborating in and funding an integrated health datacentre, which 

provides secure connectivity and database hosting for health service providers within a district wide private network. The policy 

and quality framework for this Integrated Network were identified as exemplars of leading practice in New Zealand in the 

national peer review of PHOs; and the integrated information and smart tools that this network supports enable RAPHS to 

facilitate exceptional data analytics, information sharing and system integration to support patient-centred service delivery. 

RAPHS data centre and data repository 

The integrated network delivered by RAPHS is: 

 Standards based, and 

 Supported by a best practice quality programme to ensure accuracy of data, and 

 Thus enables structured analytics, plus 

 Role-based information sharing between providers, by 

 Providing a platform that integrates data and applications from multiple sector sources, within 

 A robust privacy and security framework, with 

 Real-time back up and business continuity services to an Auckland datacentre 

Care Element RAPHS Integrated Network Components Include 

Electronic health records  Hosted PMS databases connect to an ETL structured repository using an API 

Patient Portals  Patient Portal implementation support and hosting 

Provider Portals  Enrolment register support (EnrolWise) 

 Practice Registers (ProviderWise) 

 Health service navigation support and help desk 

Accountability and 
Transparency 

 Provider benchmarking integrated with practice tools 

 Performance monitoring integrated with service financial processes and payments 

Shared Information  Shared information with Rotorua Hospital and community providers via PatientWise  

 Extended Care Support Team shared care record 

 E-Labs 

 Rheumatic Fever regional databases 

Care Coordination  Integrated E-referrals 

 Provider population disease registers incorporating structured risk stratification and data from primary 
and hospital sources 

 Secure email and integrated provider directory 

Analytics and  
Business Intelligence 

 Provider dashboards and benchmarking linking and analysing primary and secondary data 
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Looking Forward  . . .  

VISION 

GOALS 

KEY  

ACTIVITY 

FY16-17 

MEASURES  

OF SUCCESS 

Alliance-agreed Measures Relating to Priority Goals of: 

 

RAPHS Strategy 

Our Core Values 

Improved experience        Equity and Quality of Outcomes         Efficiency & Accountability        Partnership 

 

Improving 

 Child Health 

 Patient and workforce experience 

 

Reducing 

 Inequalities 

 Impact of Long Term Conditions 

 

 

 

A High Performing Primary Health Network

1: Enabling fit-for-
purpose clinical 
and business 
models

2: Providing 
technology and 
infrastructure to 
support integration

3: Pro-actively 
supporting the 
establishment of 
new resourcing 
models

4: Building 
networks that 
work together to 
improve health 
outcomes

 LINC  continued 

development 

 Extended Care Support 

Team 

 Business and clinical 

model development 

 Accreditation and 

Provider Support 

 Workforce Development 

 

 

 Patient portals  

 Shared Information  

 Shared Care 

 Integrated Disease 

Registers 

 Hosted PMS and 

help desk 

 Integrated phone + 

active directory 

 Shared data 

analytics with LDHB 

to support change 

 Primary options for 

acute care 

 Acute demand 

analytics and tools 

 Clinical pathways 

development 

 

 

 

 Alliance Action Plan 

 Health Navigation 

program 

 Service Integration 

 Community 

Outreach program 

 Whanau Ora  

collaboration 

From the Chair  . . .  

The challenges facing General Practice exist across the sector; an aging population, ever more 

expensive diagnostic and therapeutic choices, and a workforce that is finite in its number and 

capacity.  The future is requiring a new set of solutions, many of which are untested but some 

of which are manifestly obvious. To tackle these challenges the RAPHS Board has a clear vision 

and work plan to implement and support change necessary for the sector. 

The pursuit of an integrated structure in name and function is essential.  Rotorua Area Primary 

Health Services has been strengthened by the fusion into one entity, of all Rotorua general 

practices, offering common goals and aspirations, collegiality and mutual support, with the result 

being enhanced health outcomes.   

This did not happen without effort and the process required considerable cooperative effort and 

nurturing.  The same endeavour needs to be applied across interfaces between health entities 

Primary and Secondary, and under new government guidance, across sectors.   

RAPHS is exceedingly willing to participate as a partner in all conversations which can improve 

the health of our community, using the knowledge and energy of the primary sector to inform 

those conversations.  We can’t wait. 

 

 

Dr Leonie Sinclair 
Chair 

 



 
Our Team . . .  

 

Clinical Services 

Matt Watson, Clinical Services 
Manager 

Vicky Gaunt, Director of Nursing 

June Grant, Breast and Cervical 
Screening Health Promoter 

Kaye Page, Practice Nurse 

Eui-Jin Kim, Clinical Pharmacist 
Facilitator 

Michael Hammond, Clinical 
Pharmacist Facilitator 

Glenda Cowie, Clinical Admin Assistant 

Matthew Davies, Quality Manager 

Sue Taft, Child Health and 
Immunisation Coordinator 

Ann Long, Provider Support 
Administrator 

Courtney Rowbotham, Admin 
Assistant 

Oliver Shaw, Health Ambassador 

Information Systems  

Chris Walmsley, IS Manager 

Steve Webb, Team Leader 

Theresa Graham, Support Coordinator 

Moana Kininmonth, Support 
Coordinator 

Charmaine Tado, Support Coordinator 

Bradley Eyes, Support Coordinator 

Jennifer Anastasi, Integration Projects 
Manager 

Sankhala Kariyawasam, Analyst  

Nick Tierney, Integration Project 
Development Architect  

Justin Shearborne, MS Stack Specialist 

Peter Meyssen, Project Co-ordinator 

Operations 

Kirsten Stone, CEO 

Kylie Beehre, Executive Assistant 

Gavin Lord, Business Manager 

Kelly Aplin, Practice Facilitator 

Kirsty Dyball, Provider Support 
coordinator 

Lorraine Thorne, 
Receptionist/Administration 

 

Staff  

July 2016 

 

www.raphs.org.nz 

Eruera Medical Centre 

Hinemoa House Family Health Care 

Korowai Aroha Health Centre 

Kuirau Medical Centre 

Mangakino Health Services 

Murupara Medical Centre 

Ngati Pikiao Health Services 

Ngongotaha Medical Centre 

Ranolf Medical Centre 

 

Complaints Summary 15-16 

Title Overview Outcome 

Communication 
issue 

Information from the LDHB 
was forwarded to our 
providers at the request of 
the LDHB. Complainant felt 
some of the information 
was insensitive to patients.  

Complaints officer responded to the 
practice via email, apologising for any 
offence caused. This was accepted by 
the practice. Internal process for 
checking information form external 
sources was emphasised to staff. 

Communication 
issue between 
providers 

Communication issue 
between a practice and 
third party provider of 
radiology services. The 
timing of appointments 
late in the day and the 
timeliness of receiving 
electronic results caused a 
short delay in treatment 
for a patient. 

DoN responded to the practice and 
reached out to the third party provider 
for their input. Both parties discussed 
the incident and proposed small changes 
to processes each could make to ensure 
that the same issue didn’t arise again in 
the future.  

Medication error Transferred patient was 
prescribed a higher dose of 
medication than was 
previously used by the 
patient. The prescribed 
amount was within safe 
dosage parameters but 
caused issues for this 
patient.  

Complaints officer responded to 
complainant over the phone and in 
writing. Patient wanted to remain using 
the same doctor but requested that the 
practice be spoken to about the issue. 
Practice was informed and spoken with 
about the issue and guidelines around 
patient transfer of medical notes 
discussed and amended. 

 

Rotorua Medical Group  

Te Ngae Medical Centre 

The Owhata Surgery 

Three Lakes Clinic 

Westbrook Surgery 

Westend Medical 

Western Heights Health Centre 

After Hours Provider 

Lakes PrimeCare 

Member Practices 
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RAPHS staff 



 

 

Financial Report . . .  
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