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Health Support Services acknowledges the traditional custodians throughout Western Australia and their continuing 
connection to the land, waters and community. We pay our respects to all members of Aboriginal communities and their 
cultures, and acknowledge the wisdom of Elders both past and present.

Use of the Term – Aboriginal

Aboriginal and Torres Strait Islander may be referred to in the national context and ‘Indigenous’ may be referred to in the 
international context.

Within Western Australia, the term Aboriginal is used in preference to Aboriginal and Torres Strait Islander, in recognition 
that Aboriginal people are the original inhabitants of Western Australia.

No disrespect is intended to our Torres Strait Islander colleagues and community.

Walking Together as One

The artwork, Walking Together as 
One, featured here and on the cover 
of this document, was created in 
July 2020 by more than 130 Health 
Support Services employees together 
with Whadjuk/Balladong Nyoongar, 
Eastern Arrernte artist Jade Dolman.

Walking Together as One illustrates 
that the land is connected to 
everything we do.

Acknowledgement of country
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Welcome to our 

Strategic Plan for 

2022-24
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Health Support Services (HSS) is the shared services 
centre for the Western Australian (WA) public health 
care system. 

We provide a suite of financial, information and 
communications technology (ICT), procurement and 
supply, and workforce services to more than  
50,000 employees across WA public health services  
and hospitals.

We are proud to present our new Strategic Plan for 
2022-24. This is an exciting time for HSS, and we invite 
you to be a part of our journey as we strive to provide 
great services, as a valued partner, that supports the 
health of all Western Australians.
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Some of the ways we support our customers

Pay Pay over 50,000
WA health system  

employees every fortnight

Advertise Advertise 6,800 external  
recruitment positions

ProcessProcess 69,900 employment 
contract variations

Workforce

Procurement & Supply 

SupplySupply 1.29 million
inventory lines to customers 

 

Manage Manage $4.39 billion 
worth of contracts 

 

ProcessProcess 453,000  
purchase order lines

PayPay  495,000
invoices for our customers

LodgeLodge 834 customer  
tax returns, journals  
and reconciliations 

ProcessProcess 54,400 employee 
spectacle subsidy requests

Finance

ICT
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SupportSupport over 300 clinical 
and corporate applications 

 

SupportSupport  38,300
computing devices for  

customers 
 

Deliver Deliver $250 million 
worth of digital programs and  

projects
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Great services, valued partner, healthy Western Australians

 We support our customers to

provide excellent health care

Clarify our role and service offering

Improve customer experience
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Simple

Responsive

Sustainable

Reliable

 We put our

 customers at

 the heart of

what we do
 We promise,

     we own,

we do

 We will

find a way

 We value

 and care for

each other

 Strategic Plan

2022-24

 We make a

 difference

together



HSS Strategic Plan 2022-24 6

Great services,  

valued partner,  

healthy Western Australians

Our vision is the future success we are aspiring towards. 
It describes our goal to provide great services to our 
customers, be known as a valued partner, and support 
the health of all Western Australians.

Our Vision
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We support our  

customers to provide 

excellent health care

Our purpose describes why we exist, what we do, 
and for whom. It signifies our role in supporting our 
customers, and our customers’ roles in providing 
excellent health care.

Our Purpose
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 ● We are customer focused
 ● We listen to our customers and seek to 

understand their needs
 ● We engage proactively with our customers 

to find the best solution

 ● We work as one team to support our customers
 ● We are open and learn from our mistakes and  

our successes
 ● We listen, we speak up, and we take collective action

We make a difference together

We put our customers at 

the heart of what we do

We promise, we own, we do

 ● We commit to delivery
 ● We do what we say
 ● We take personal ownership
 ● We own the problem and the outcome
 ● We take responsibility for our decisions and actions

 ● We focus on solutions, not problems
 ● We think creatively to develop new and better 

ways of delivering on our promises
 ● We embrace a positive ‘Yes, we can’ attitude

We will find a way

 ● We treat each other with respect
 ● We value our health and wellbeing
 ● We recognise each other’s diverse 

contributions
 ● We empower and support each other

We value and care for 

each other

Our Values
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Our values guide our behaviours, and the way we interact with our customers and each 
other. They are the unseen drivers of how we work, based on our deeply held beliefs 
that guide decision-making. 
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Our Objectives
Our objectives are the measurable attributes that are critical to achieving our future 
success as a contemporary shared services provider.
They are what we want to be known for. They influence how we design and deliver 
services, and how we operate on a day-to-day basis.

Responsive
Responding to our customers’ needs and 
expectations so we can better and more 

proactively support them.

Sustainable
Delivering our services in a sustainable 
and responsible way that ensures the 

longevity of the WA health system.

Simple
Simplifying the customer experience by 

reducing complexity and making it easier 
for our customers to deal with us.

Reliable
Consistently delivering high-quality 
services to our customers – across 
every interaction they have with us.
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Clarify our role and service offering

Enhance our business performance

Improve customer experience

Empower our people

Build our social, environmental and 
economic sustainability

We have made significant improvements across 
our organisation since we began our transformation 
journey in 2018. However, we still have a lot more 
work to do to achieve our vision, and fulfil our 
purpose and objectives, in a way that aligns with 
our values.

Over the next three years, we will direct our time 
and effort to five themes that represent the most 
important areas we need to focus on and invest 
in to deliver our strategy.

Our Themes for 2022-24
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Clarify our role and service offering
We will align our role and service offering to the impact that we need to have to best support our customers 
and the wider WA health system.
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Actions Measures of success include

 ● Define and agree our role in end-to-end system-wide service 
delivery.

 ● Define and communicate a clear and transparent service offering 
and supporting service catalogue.

 ● Refine our costing model to provide greater visibility and 
transparency on the costs of the services we provide.

 ● Create a process to manage changes to our service offering and 
requests for services beyond our scope.

 ● Define clearer performance expectations and more meaningful 
performance measures with our customers.

Clarify our role and service offering

We need to clarify our role in the WA health system to determine how we can best support our customers.  

This includes resolving areas of ambiguity, and providing visibility on the cost of our services and what  

we do and do not offer.

Success looks like a clearly defined and understood role within the WA health system with well-defined services  

and associated costs, roles and responsibilities, and performance expectations.

Customer and employee clarity on our  
role and the services we provide
Transparency of our service catalogue,  
agreements, performance and costs
Customer satisfaction in renewing  
service level agreements and KPIs
Consistency in managing requests for  
additional or new services
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Improve Customer Experience
We will openly and authentically engage with our customers to better understand and deliver on their needs.
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Actions Measures of success include

 ● Better understand our customers’ pressures and needs, and their 
satisfaction with our services.

 ● Work with our customers to define the desired customer 
experience.

 ● Improve the effectiveness of our customer service channels.
 ● Improve how we communicate with our customers.
 ● Improve how we engage with our customers to support resolution 

of complex problems.

Improve Customer experience

To provide great services and become a valued partner, we must better understand our customers’ needs and 

enable our customers to focus more of their time on providing excellent health care.

Success looks like a simple, reliable, responsive and sustainable experience for our customers, underpinned by an 

open, trusted and collaborative working relationship.

Customer satisfaction
Effort required by customers to  
use our services
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Enhance our business performance
We will improve our processes, invest in technologies, improve our program and project delivery, 
and refine the way we are organised internally to deliver better outcomes for our customers.
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Actions Measures of success include

 ● Improve our key processes, internal operating technologies 
and operational controls (including prioritisation and demand 
management) through a targeted operational performance 
improvement program.

 ● Increase the stability of key clinical and corporate ICT systems 
through better planning, investment and incident management.

 ● Refine parts of our operating model to respond to increased 
demand and further clarify roles and responsibilities.

 ● Continue to improve our program and project delivery 
performance by developing our capacity and capability to deliver 
outcomes at pace.

 ● Enable the delivery of system-wide priorities including the 
Sustainable Health Review, WA Health Digital Strategy, Electronic 
Medical Records Program and major infrastructure projects.

Service level agreement performance
Service agreement performance
Quality, reliability and timeliness of  
service delivery
Stability of key clinical and corporate  
ICT systems 
Program and project delivery  
performance
Financial performance

Enhance our business performance

Whilst we have made progress on improving our performance, we need to simplify our processes and operating  

technologies, and ensure we are organised in the right way to deliver better outcomes for our customers.

We aim to provide simple, reliable, responsive and sustainable processes and operating technologies, and improve 

our ways of working, to enable the efficient and effective delivery of our services to customers.



Empower our people 
We will enable, encourage and invest in our people to grow a strong culture.  
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Actions Measures of success include

 ● Grow our desired culture, employee value proposition and 
employee engagement.

 ● Continue to create a safe and inclusive workplace that embraces 
diversity and supports the wellbeing of our people.

 ● Support our leaders to develop and empower their teams, and 
guide HSS into the future.

 ● Invest in our people to fulfil their individual and collective potential.
 ● Identify and build the capabilities we need for the future.

Empower our people

Our people bring a wealth of experience, talents and commitment to our organisation. We need to invest  

in growing our desired culture and a workforce that is equipped to support the WA health system.

We aspire to have a strong culture, with a highly engaged, capable, empowered and healthy workforce that  

reflects the diversity of the community we support.

Employee engagement
Culture score
Workplace injuries and illness
Workforce diversity
Aboriginal workforce participation
Excess leave liability
Investment in learning and development
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Build our social, environmental and economic sustainability
We will become a future-focused organisation that positively contributes to the world in which we operate –  
now and into the future.
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Actions Measures of success include

Environmental impact
Social contribution
Corporate transparency
Community and customer awareness  
and trust
Operational sustainability of  
service delivery
Positive economic impact

Build our social, environmental and economic sustainability

To be successful in the long term, we need to have a clear position and approach for how we will enhance our 

social, environmental and economic sustainability - and how we will support our customers to achieve their  

sustainability aspirations.

We aim to embed sustainable practices into our services and ways of working, so that we can have a positive impact 

on the world in which we operate.

 ● Define what sustainability (including its social, environmental and 
economic dimensions) means at HSS and confirm our aspirations 
and goals.

 ● Engage our people to identify and implement actions that will 
have a positive social, environmental and economic impact.

 ● Collaborate with our customers and stakeholders to identify and 
implement ways in which we can support them in achieving their 
sustainability aspirations and goals.

 ● Quantify, monitor and continuously improve our social, 
environmental and economic impact.

 ● Integrate sustainability into our business processes and culture. 
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Implementing our  

Strategic Plan

We want to thank our customers and every HSS team member 
who contributed to developing our Strategic Plan.

We look forward to continuing this collaboration as we  
implement it.

We will monitor our progress and performance on an ongoing 
basis, and will review our strategy regularly to ensure it remains 
relevant in light of changes in our operating environment. 

We are excited to continue our journey to provide great services 
to our customers, as a valued partner, that supports the health of 
all Western Australians.

Robert Toms
Chief Executive

Michael Walsh PSM
Board Chair
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Health Support Services

ABN: 76 887 543 297

HSS Contact Centre: 

13 44 77

Registered Offices:

81 St Georges Terrace

Perth WA 6000

Ph: 08 13 44 77

Levels 14, 16 and 18

140 William St

Perth WA 6000

Postal address:

GPO Box 8545

Perth Business Centre WA 6849

State Distribution Centre:

632 Karel Avenue

Jandakot WA 6164

Ph: 08 6145 4600

Jandakot warehouse:

6 Marriott Road

Jandakot WA 6164

hss.health.wa.gov.au
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re-used for any purposes whatsoever without written permission of the State of Western Australia.
This document can be made available in alternative formats on request.


