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A positive learning culture
“The only thing worse than training our employees and having them leave, 
is not training them and having them stay“ - Zig Ziglar. Technology, Training 
and Development Manager, Anita Richards said that this quote is one of the 
driving forces behind the learning culture at Mildura Health Fund. 

Training is a key investment by the Fund.  By investing in our employees’ 
future through the creation and availability of learning opportunities, it 
sets the stage for the Funds long-term success and members having great 
experiences by dealing with knowledgeable staff. 

A positive learning culture in a work environment is where continuous 
learning is valued and embedded. Learning is achieved through formal 
training programs, online courses, coaching and mentoring, team 
discussions, and a number of other informal activities in the course of a 
workday. Employees of the Fund understand that an ongoing desire to learn 
is highly valued and that the capacity to engage in learning long-term is an 
essential part of their continued improved performance at work. 

“Creating a robust, ongoing learning practice as part of everyday life at 
the Fund is our goal. Identifying skill gaps and strengths and mapping the 
findings to different learning opportunities is important recognising not 
everyone learns the same way. We continualy monitor progress along 
the way. The key to the Fund’s success is providing our employees the 
opportunity to share their knowledge with their fellow employees,” said Ms 
Richards. 

“We are also proud to be training for the future. Currently we have two 
staff members completing traineeships in Office Administration. As a 
large organisation in regional Victoria, the Fund believes we have a social 
responsibility to support our young people, give them opportunities and 
watch them succeed into the future.” added Ms Richards. 

Throughout 2020/2021, a number of staff members have taken the 
opportunity to upskill themselves by investing in their own formal training. 
Courses currently underway are: 

- Certificate IV in Finance

- Certificate IV in Training and Assessment

- Certificate IV in Community Services

- Certified Practicing Accountant (CPA)

- Master of Business Administration (MBA)

The Northern Mallee Leaders (NML) program is well supported by the Fund, 
we have nominated a different staff member to participate each year over 
the past three years. This year, Gabrielle Kelly, Customer Service Manager 
has joined the NML journey. Ms Kelly says “The NML experience so far has 
been fantastic. The opportunity to learn more about myself and the issues 
and successes of our local region has been a huge motivator.”  

Dear valued members, 
Firstly, I would like to thank you 
all for your ongoing loyalty to our 
Fund. I thank you for your kindness 
towards our team in what has been a 
challenging time for many. 
Whilst Covid-19 has presented many 
challenges, this has also presented 
opportunities for the Fund to work 
harder for our members and look at 
new ways we can add value to our 
offerings and improve our customer 
experiences. I am proud to say that we 
have continued to deliver our members 
outstanding service, even when we 
have been balancing between working 
from home and in office work settings.
There is plenty happening within 
Mildura Health and the Private Health 
Insurance(PHI) industry that I would like 
to share with you. 

MILDURA HEALTH FUND UPDATE
Member satisfaction results 
I would like to thank all 2,478 members 
who took time out of their day to 
respond to our independent 2021 
Member Satisfaction Survey. I am 
overwhelmed by the increase in 
satisfaction to a new high of 99%. 
The entire organisation and I take this 
survey seriously, and we are always 
looking at ways to continuously 
improve. Pleasingly we were rated ‘the 
friendliest fund’ this year. For more 
information on the survey results and 
how you can participate in our next 
survey, please see page 7. 
Membership growth 
Continuing to deliver our members 
quality health insurance with 
exceptional customer service has led to 
further membership growth and strong 
retention. In the 2020/21 financial year, 
we reached a new milestone of 35,000 
members with an annual membership 
growth of 4%. Growth was supported 
by high retention rates. Financial year 
data to March 31 2021, provided by 
the Australian Prudential Regulation 
Authority (APRA) highlighted that we 
have the lowest member lapse rate out 
of all open health funds.  
We have seen strong growth from all 
areas of Australia due to continued 
recommendation from Choice, who 
ranks us number one for Gold Hospital 
cover in Queensland, New South Wales, 
ACT, Tasmania, and Victoria when 
taking into consideration price, services 
covered, medical benefits and out of 
pocket costs. The price gap between 
our Gold Hospital cover and that of 
our competition is increasing, our 
Gold Hospital policy is now in excess 

of $1,600 less for a family cover in 
comparison. 
Post-natal service
We are in the process of implementing 
an exciting new post-natal service in 
Mildura. This new post-natal service 
will be exclusive to our members, 
supporting our new mums with a 
choice of care provided in a hotel or at 
home by a suitably qualified midwife. 
We hope to expand this service out to 
other regional areas in time. 
New branch in Broken Hill 
Our new  branch in Broken Hill opened 
in January to serve our expanding 
membership base in Broken Hill. The 
branch operates on a full-time basis and 
is located at the Broken Hill Community 
Credit Union. It is pleasing to see the 
community support of this new location 
with many new members switching 
their cover from other Health Funds. 
I am looking forward to continuing to 
build the Mildura Health Fund brand in 
Broken Hill and Far West NSW. 
Swan Hill branch moves to 
new location
In 2017, our first branch outside of the 
Sunraysia area opened in Swan Hill. 
The branch originally opened in the 
local Priceline Pharmacy and was open 
once a week. Due to increased growth 
and member demand, we recently 
relocated to our own premises at 28a 
McRae Street, Swan Hill. I am very 
pleased to hear the positive member 
feedback about this move and our two 
day per week service. 
Mildura Health Private Hospital
There are a number of major projects 
now underway at the Mildura Health 
Private Hospital to upgrade the 
facility and to establish new services 
at the hospital. This includes creating 
two dedicated endoscopy theatres 
and three new operating theatres. 
To compliment these there will be 
increased patient recovery beds, and a 
new state of the art Central Sterilization 
area and Store’s Department will be 
constructed. This project will assist 
in attracting more medical specialists 
to the Mildura region. For more 
information, please see pages 14  
and 15. 
Earlier this year, it was announced that 
a new dedicated cancer care facility is 
to be built at Mildura Health Private 
Hospital. Mildura Health in partnership 
with Icon Group will be offering cancer 
treatment and, in particular, radiation 
treatment to both Public and Private 
patients. This is a major health outcome 
for our region meaning people will 
not have to travel away for extensive 

periods of time for radiotherapy, 
and we are extremely proud to bring 
this service to Mildura. For further 
information, please see page 16. 
Further information about MHPH can 
be found from pages 11 onwards. 
PRIVATE HEALTH INSURANCE 
INDUSTRY UPDATE
Medicare Benefits Schedule  
(MBS) changes
The MBS is the list of health services 
subsidised through Medicare 
rebates. From 1 July 2021 around 900 
procedures and services on the MBS 
have changed, affecting cardiac surgery, 
general surgery, and orthopaedic 
surgery services. The changes were 
made to ensure all procedures are up to 
date, evidence based and cost effective. 
Members will not be worse off, nor 
will they pay increased out of pocket 
expenses. It is important that prior to 
any procedure or surgery that you get 
a complete itemised list of costs from 
your surgeon or specialist and call the 
Health Fund to check the benefits to be 
paid. 
Private Healthcare Australia (PHA) 
push for protheses reform 
PHA is advocating for prosthesis list 
reform to make PHI more affordable 
as Australians are paying around 30% 
more for some medical devices used 
in hip, knee, and shoulder surgeries, 
compared to New Zealand, the UK and 
France. As a member of PHA, Mildura 
Health Fund supports this push for 
reform. Protheses reform will result 
in savings to the health funds that will 
lead to reduced premium increases for 
our members. 
I look forward to bringing you further 
updates throughout the year on the 
many projects underway. 
Keep well and take care. 
Gerard Op de Coul
Chief Executive Officer  
– Mildura Health

FROM THE CEO’S DESK

 “Train our people 
well enough that they 
can leave, treat them 

well enough they don’t 
want to.”  

Richard Branson
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On January 27 2021, the 
Fund opened their second 
office outside of Mildura, 
this time in Broken Hill. You 
can find the new Mildura 
Health Fund office inside 
the local not for profit 
credit union, Broken Hill 
Community Credit Union.   
The Fund has employed two local staff 
members, Eva-Grace, and Celeste, to 
deliver to the Broken Hill community 

the customer service that the Fund is 
known for. 

Chief Executive Officer, Gerard Op de 
Coul says “Expanding into Broken Hill 
is an exciting opportunity for us and a 
great outcome for our members. Over 
the last five years especially we have 
seen strong growth from the Broken 
Hill region and a marked increase in 
Broken Hill residents using our private 
hospital.” 

Since opening, the response has been 
overwhelming with lots of Broken 
Hill and Far West NSW residents 

making the switch to Mildura Health 
Fund. As a result of this, the Fund has 
now started investing back into the 
community with a notable sponsorship 
of the Broken Hill Football League.  

“We are committed to deliver our 
Broken Hill members the service they 
deserve for the long term” added Mr. 
Op de Coul. 

You can visit the team Monday to 
Friday at the Broken Hill Community 
Credit Union, 2 Chloride Street,  
Broken Hill. Or call them directly  
on (08) 8005 8700.

In January this year, the Fund 
moved to a new location 
at 28a McRae Street, Swan 
Hill to serve our growing 
membership base in the Swan 
Hill region. 
In 2017, the Fund made the initial move 
to Swan Hill, where we operated outside 
of the Local Priceline Pharmacy one day 
per week. 

Swan Hill resident and long-term 
member of over 30 years, Rob Duffield 
said “It is great that Mildura Health Fund 
has moved to their own office in Swan 

Hill. This is good for the community to 
have access to a local health fund and 
have  the face-to-face service.” 

“I have been a member of Mildura 
Health Fund for over 30 years and have 
always been happy with their service 
and quality of cover” added Mr. Duffield. 

Chief Executive Officer, Gerard Op de 
Coul says “Expanding into our own office 
is a reflection of our membership growth 
and demand in the Swan Hill region. 
Since opening the office, our existing 
members have been extremely positive 
about the move and we have seen a 
large increase in new member enquiry 
and new memberships.” 

You can visit the Mildura Health Fund 
team today at 28a McRae Street, Swan 
Hill every Wednesday, 10am to 5pm and 
Thursday 8.30am to 3pm. 

OUR SWAN HILL BRANCH MOVES 
TO A NEW LOCATION 

WE ARE NOW OPEN
BROKEN HILL

For the Sapuppo family, 
having cover with Mildura 
Health Fund (MHF) is all 
about choice and peace  
of mind.
Monique Sapuppo joined MHF in 2002 
when she moved from the Netherlands 
to Australia, and she and her husband 
Alfio started planning their family.

Alfio had already been a member since 
1988.

The Gol Gol couple now have two 
children – daughter Natalie, 18, and son 
Tom, 16.

Monique said the family’s private health 
insurance through MHF gave them 
access to the best care, which offered 
them peace of mind.

“I feel with private health insurance 
you have more choice, for example, 
choice of doctor. You can ask friends and 
family who they have used for certain 
procedures and get the same doctor if 

you hear good feedback,” she said.

“Also the choice of cover can help you 
reduce the cost by choosing a higher 
excess.”

Monique recommended people hold 
extras cover, based on their individual 
circumstances, while adjusting the 
excess for hospital cover to suit their 
circumstances at any given time. 

“For hospital cover, maybe choose a 
higher excess to reduce the monthly cost 
when you are young and adjust your 
cover when circumstances change,”  
she said.

“It’s worth having a talk to Mildura 
Health Fund to be well-informed about 
your options.”

The Sapuppos have extras cover for 
optometry, dental, physiotherapy and 
chiropractic and, during their time with 
MHF, have made good use of their cover.

The family saved $1800 when both 
Natalie and Tom needed braces,  
while the children and Alfio have had  
different surgeries.

“As a private patient, we were able to 
choose the date for the procedures to 
suit our situation,” Monique said.

“Sometimes that meant we had it done 
within a week and other times we chose 
to wait until school holidays or a time 
when work on the farm wasn’t as busy.”

Monique said private health insurance 
was seen as a must-have for her family.

“You insure your car and your house, 
why wouldn’t you want the best care for 
yourself?”

Monique Sapuppo

Member of 30 years, Rob Duffield with Membership 
Consultant, Jen Lewis. 

MHF
MEMBER PROFILE
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In January this year, we 
completed our annual 
Member Satisfaction 
Survey, which is conducted 
by independent research 
company, Discovery 
Research. 
This survey gives our members the 
opportunity to tell us what they like and 
what they dislike, how we can improve 
and overall satisfaction.  We complete 
this survey at the same time as another 
11 health funds. This assists us in 
benchmarking against other  
health funds. 

This year, we are pleased to announce 
that you, our valued members have 
scored us a new satisfaction high of 99%. 
This is up from the past 5 years of 98%. 

This year, we had a record number of 
members complete the survey, with over 
2,478 members completing the survey. 
This is an increase from last year of  
1979 members. 

Each year we conduct the survey, we use 
this information to assist us to improve 
our member experience. Whilst we are 
pleased with the results, there are still 

areas that we need to work on to make 
our members experience even greater. 

This year, we saw improvement in the 
following areas:

Overall satisfaction

Net Promoter Score 

Member Communication – amount 

Member Communication – 
understanding 

Written service 

Payment of claims – electronic 

Payment of claims – mobile app

Explanation of claims rejection 

Is reliable 

Friendly company

Member – service focused 

Value for money

Website – ease of use 

Website – easy to find information

Staff – attentive to problems 

Competitively priced

Better benefits that other funds 

Affordably priced 

Net affordability score 

We believe our members deserve the 
best and even through this year’s results 
have improved, we want to be better. 
We are already looking at areas where 
we can improve further, and we look 
forward to sharing the results in next 
year’s newsletter. 

If you do have any suggestions, you do 
not need to wait until the survey you 
can email us at memberexperience@
mildurahealthfund.com.au 

Name: Anara Vallender  

Tell us about your time at Mildura 
Health Fund? I first commenced 
employment at Mildura Health in 
February 2000 under the management 

of Garry Midgley. I left in 2002, I was 
bound for Sydney only to have met my 
husband 2 weeks after giving notice.  
I arrived in Sydney to a position at 
Barratt & Smith Pathology only to follow 
my heart back to Sunraysia. Peter Darkin 
phoned me and offered me a position 
back at the Fund and I am still here 
today.

What is your current role at Mildura 
Health Fund? My role at Mildura Health 
Fund is very widespread through many 
different departments.  Being at the 
Fund for many years has given me the 
opportunity to learn various roles. 
I currently work in hospital claims, 
administration, customer service and 
interfund membership transfers.  My 
knowledge and experience gained in this 
time allows me to support fellow staff 
members and provide great customer 
service to our lovely and loyal members.   

What do you enjoy about your job? 
I enjoy all aspects of my position, 
speaking with our members and 
providing them with excellent service 

is one of my favourites.  We have some 
very long serving members that have 
been with us from the days we were 
established and operating out of the 
Mildura Base Hospital to the Growers 
who joined and paid through their dried 
fruit payments. It’s so great we have a 
health fund that is local and can provide 
our members great value for money 
insurance and service.

In your own words describe Mildura 
Health Fund? Local, Not for profit, Great 
Customer service, Caring

Tell us about you? I was born and raised 
in Sunraysia with most of my childhood 
spent with my family on a fruit block in 
Pomona, we then moved into the lovely 
town on two rivers, Wentworth.  
I now reside in Red Cliffs with my 
husband and two children. I love the 
outdoors, camping and houseboating 
with family and friends on our beautiful 
rivers. Music, socialising, and a cold beer 
is a must! 

Anara Vallender

Congratulations 
to one of our membership 

consultants, Kelli on  
the safe arrival of her  

baby girl, Kennedi.

Mildura Heath Fund

Jillian Nelson – 5 years 

Kelli Barker – 5 years 

Katherine Rodger – 20 years 

Glenda Young – 10 years 

Mildura Health  
Private Hospital

Ruth Jackson – 30 years 

Tracey Winslow – 20 years 

Shayne Shiner – 20 years 

Years of service

99% OF OUR MEMBERS
ARE SATISFIED

99% member 
satisfaction

MEET THE TEAM

STAFF MILESTONES

We are #1  
for being  

the friendliest 
health fund
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When it comes to treating 
and managing pain, 
myotherapists take a  
whole-person approach  
to care.
This means myotherapists do not simply 
treat pain, they treat the person with the 
pain in the context of their life.

Myotherapy – which translates to mean 
muscle therapy – offers assessment, 
treatment and rehabilitation for a wide 
range of musculoskeletal pain.

Clinical myotherapist Romany Bowen 
has been practising for 14 years after 
studying her Bachelor of Health Science 
degree.

She says the demographic of 
myotherapy clients is broad, spanning 
all ages and lifestyles, from students 
to office workers, tradespeople and 
sports players looking to treat a broad 
range of musculoskeletal conditions 
including back, neck and shoulder pain, 

sports injuries, occupational injuries and 
general pain.

With origins in massage, myotherapists 
are equipped with additional evidence-
based tools to understand, treat and 
manage clients’ pain. These may include 
electrotherapy, dry needling, joint 
mobilisation and functional cupping, to 
name a few.

“We take a patient-centric approach and 
consider the entire muscular system 
as a whole. That includes joints, bones 
and the nerves that initiate the muscle 
movement. It’s a holistic view to relieve 
pain. We look at the whole picture, listen 
carefully to our patients and determine 
with them how best to solve it,” Romany 
says.

“We are often that person people come 
to when they’ve tried everything and 
they’re not getting the results they were 
hoping for.”

Myotherapists work to develop 
treatment plans for their clients, which 
can include exercises, lifestyle changes 

and working in conjunction with other 
practitioners as part of a treatment 
team.

“It often takes a team to get bodies 
better,” Romany says.

She says one of the most rewarding 
parts of the job is educating and 
empowering patients to treat 
themselves.

“My job is done if they don’t need me 
anymore, unless they need to reach out 
to me again to continue reaching their 
optimal health.”

Many clients, in addition to managing 
and treating pain, are seeking to 
decrease reliance on pain medication, 
while others aim to prolong the need  
for surgical intervention, Romany 
explained.

“Myotherapy is for everyone and 
a wide range of ailments. We offer 
empowerment, encouragement and a 
treatment plan to get our clients back to 
feeling their best,” she says.

BENEFIT
IN FOCUS

Myotherapy

MYOTHERAPY BENEFIT TABLE FIVE STAR EXTRAS MID EXTRAS
Limit per calendar year 
(combined limit with Remedial massage, Acupuncture and Nutritionist))

$600 per person 
$1,200 per family

$540 per person 
$1,080 per family

Initial consultation $36 $29
Subsequent consultation $34 $27

2 month waiting periods apply. *Benefits and limits are current until March 31, 2022

As a valued member,  
we are rewarding you!
Simply refer a friend or family member today and if  
they join any of our policies, we will reward you with a... 

 $50 GIFT CARD*

*Terms and conditions:. 1. Referring member must be a  current ‘financial’ member of MHF who holds an existing policy.  
2. New member (referred member) must be a new member to MHF who has not previously been a member of, or covered by, MHF.  3. To receive the $50 eftpos gift card the referred member must advise the 
MHF membership consultant of the referring persons details; name and phone number at time of joining, not in retrospect, after the fact.  4. By participating in the promotion, the referred member warrants 
that they have consent to disclose the policy details of the referring member 5. A Gift Card will be posted to the referring member after two months of the new referred member’s official MHF policy join date, 
provided that the referred member has made at least two months payment and is deemed to be financial. 6. For a full list of terms and conditions, please visit www.mildurahealthfund.com.au or contact the 
Fund on (03) 5023 0269  or visit one of our locations.

Here at Mildura Health Fund we measure success on member 
satisfaction, so we know we are doing a good job when our members 
recommend us to their friends and family. 

As a member of Mildura Health Fund, you know we are dedicated to 
delivering outstanding choice, value and service to our members. All 
the reasons to share the benefits with our Refer a Friend offer.

No limits apply, the more members you refer the 
more you will receive in gift cards.

 

Referafriend.indd   1Referafriend.indd   1 25/8/21   2:26 pm25/8/21   2:26 pm

Have you used our claims app?
Download today and get your claim paid sooner. Make a claim by simply uploading a photo of  
your receipt or other documentation and instantly submit them using our smartphone app. 

Step1  Visit the Apple App Store (iPhone) or Google Play (android) 
Step 2  Search for Mildura Health Fund and install  
Step 3  Open the app, fill out the required member fields. Now you are ready to claim at  

anytime, anywhere at your convenience. 
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CEO REPORT

  
MILDURA HEALTH  

PRIVATE HOSPITAL

2021 was shaping up to 
the hospital’s busiest year 
yet, however continuing 
Melbourne lockdowns and 
border restrictions have created 
a challenging environment 
for our medical workforce. 
Despite these challenges, the 
hospital has witnessed upward 
trends attributed to our 
existing medical workforce, as 
well as the inclusion of new 
Visiting Medical Officers across 
General Surgery, General 
Practitioners, Cardiology, 
Urology, Orthopaedics, Dental 
and Dermatology
After years of planning and accumulating 
population, demographics and health 
sector modelling, Mildura Health Private 
Hospital (MHPH) has now commenced 
several projects that will provide 
sustainable models of private healthcare 
in the region for generations to come. 
With the relocation of Mildura Health 
Private Consulting within the hospital 
grounds and the addition of a General 
Practitioner model to complement 
the existing Specialist teams, the 
outpatient rooms have become a 
pivotal component of the hospital’s 
operations. Recently the Mildura 
Health Private Consulting completed a 
further expansion of the facility adding 

additional procedural and consulting 
rooms, a new reception and waiting area 
towards the rear of the site.  

On 5 July MHPH embarked on a $12M 
Central Sterilisation Store Department 
(CSSD) and Theatre project with a 
project timeline of two years. The 
hospital perioperative areas will be 
greatly improved creating two dedicated 
endoscopy theatres from the existing 
theatre footprint, as well as building 
three new operating theatres. To match 
the new operating theatre design, 
both Stage 1 and 2 Recovery areas will 
have increased bed numbers with an 
open plan layout for improved clinical 
oversight. 

The works will entail construction of 
a new CSSD aligned with changing 
Australian Standards in sterilisation. The 
new facility is approved by the Victorian 
Department of Health aligned with the 
Australian Health Facility Guidelines 
and the modernised design is aimed 
at attracting additional Specialists 
and Nurses to the region, including 
accommodating developing healthcare 
technologies. A new 44 space car park 
and pedestrian crossing dedicated to 
MHPH staff is now under construction 
adjacent to the hospital grounds as 
the hospital continues to build the 
healthcare workforce for the future.

Mildura Health is now close to breaking 
ground and commencing the Mildura 
Health Icon Cancer Centre to establish 
the first radiation oncology public model 
of care for the region. The design phase 
is now complete for the new cancer 
centre that will accommodate MHPH’s 

private medical oncology model of care, 
as well as Icon Groups public radiation 
oncology service. Mildura Health Icon 
Cancer Centre will bring welcome  
relief to sufferers of cancer, negating  
the necessity to travel vast distances  
for treatment.

Without the support of the Mildura 
Health Fund members through their 
commitment in annual health insurance 
premiums, these important capital 
projects would simply not be possible.

Finally, as well as creating new building 
structures, the hospital is helping 
create the next generation of General 
Practitioners. Complimenting the 
existing team of Dr Hartley, Dr Gleeson 
and Dr Fransch, Mildura Health Private 
Consulting has gained accreditation to 
teach Junior Doctors and has employed 
Dr Anna Hoy who will complete a six-
month rotation with the hospital. Dr Hoy 
will be a Resident Medical Practitioner 
under the supervision of Dr Gleeson 
and Dr Hartley on a General Practitioner 
pathway before returning to Mildura 
Base Public Hospital to continue her 
medical training. It’s the hospital’s vision 
to work closely with the public hospital 
and train the next generation of General 
Practitioners for the region.

Mildura Health Fund members support 
of “their private hospital” continues 
to grow and the private hospital team 
continues to serve the members in our 
vision of “providing life-long, exceptional 
health care when you need it”.

Marcus Guthrie 

CEO, Mildura Health Private Hospital

CLAIMING  
YOUR OPTICAL
Do you hold extras cover and are you 
looking to claim your glasses purchase 
this year? Your annual limits start 
on January 1 each year and finish 
December 31. 

To claim this year’s limit, please ensure 
you visit your local optical provider 
before it is too late. You must pick up 
your new glasses prior to December 31 
to receive your benefit in this calendar 
year. If  your glasses cannot be picked 
up until 2022, this will go towards your 
2022 benefit amount. 

INFORMED  
FINANCIAL CONSENT
Before going to hospital, it is important to 
ask your doctor/s and the hospital about 
any potential out of pocket expenses you 
might incur. This information should be 
provided in writing before your treatment 
or hospital admission and is known as 
informed financial consent. 

If you’re admitted to hospital in an 
emergency, there may not be time for 
the hospital or doctor/s to seek your 
informed financial consent. Information 
about your out of pocket expenses should 
be provided by the hospital or doctor/s as 
soon as possible after your treatment. 

It is a good idea to keep records of your 
medical invoices. If you feel that the 
charges were not agreed to and you 
should contact your doctor’s office 
to discuss the reasons for the various 
charges, and why they are more  
than expected. 

DO YOU HAVE A 
COMPLAINT ABOUT  
AN OUT OF POCKET 
EXPENSE?
Out of pocket expenses do occur at 
times. However, if you are unhappy 
with your out of pocket expenses, you 
have someone to send a complaint to. 
Please email complaints@surgeons.org 
or phone (03) 9249 1200. 

SHARE YOUR  
EXPERIENCE  
WITH US 
Have you had a great experience, 
or not so great experience? We 
would like to hear about it. Please 
email us at memberexperience@
mildurahealthfund.com.au

INFORMATION FOR OUR MEMBERS

A NEW APPROACH  
TO POST-NATAL CARE
Mildura Health (MH) is adding 
value to their health insurance 
policies by introducing a new 
innovative approach to post-
natal services. 
Work is underway to launch a  
Post-Natal Hotel and Home-Base 
Service to aid the recovery of new 
mums and their newborn. 

Chief Executive Officer, Gerard Op 
de Coul said “We are proud to offer 
soon a personalised post-natal stay 
that allows mothers and families the 
opportunity to rest and get to know 
their baby while being supported by 
midwives and lactation consultants. 

“Members of MH will have a 
choice, whether they stay at indulge 
apartments for up to three nights or 
enjoy a home-based stay, where a 
member will enjoy meal vouchers, 

pamper packs, professional house 
cleans and more. 

The implementation of this new 
initiative has been established due  
to the unfortunate closure of the  
Post-Natal Service at our Mildura 
Health Private Hospital (MHPH) in 
2019 due to a shortage of Midwives to 
fulfil the service required. 

Mr. Op de Coul said  “This new 
approach has worked well for other 
providers throughout Australia 
including another health fund in 
Tasmania that we work closely with. 

The feedback is that users of this 
service are highly satisfied, and we 
hope we can deliver the same, if not  
a better service to our local  
community of members” he added. 

Indulge Apartment Director, Sarah 
Cox said “It is an absolute pleasure 
for Indulge Apartments to be involved 
in the new Mildura Health Post-natal 
initiative. We are honoured to be 
able to offer a safe and comfortable 
environment for families making the 
transition from hospital to home.” 
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MEET THE
TEAM

Dr Fransch

Dr Jandree Fransch,  
General Practitioner at 
MHPH Private Consulting
Tell us about yourself? 

I moved to Australia in 2008 from 
Zimbabwe with my mum and my 
brother. My father still lives in 
Zimbabwe. We moved here for my 
brother who has Cerebral Palsy, he had 
an operation at the Royal Childrens 
Hospital and is now a doctor too! I 
am married with a little 20 month 
old girl. We have bought a house in 
Gol Gol and plan on making this our 
home. Prior to moving here we lived 
in Echuca. My husband is from Ballarat 
and is a local business owner. 

Career highlight? 

The highlight for me is achieving my 
degree at Melbourne University and 
having the opportunities that many 
of my fellow peers in Zimbabwe 
cannot have. I have a keen interest in 

Emergency Medicine and Aboriginal 
health. I have worked in Emergency at 
the Mildura Base Hospital from time to 
time and have also worked at the AMS, 
Njernda, in Echuca. I still have many 
aspirations and goals to fulfil and hope 
to achieve them here in Mildura!

What inspired you to do medicine? 

Mum who is a GP in Cairns and has 
also worked for the Royal Flying Doctor 
Service, used to tell us both not to 
become doctors due to the stress 
and toll it takes on you. I also think 
there was a bit of reverse psychology 
happening! I have seen the incredible 
achievements in medicine first hand 
because of my brother. I have also seen 
the awful disparities of healthcare in 
a third-world vs a first world country. 
Given this new climate of COVID, it 
has inspired me even more to do my 
part to eliminate the inequality and 
inequity that sadly exists. 

What do you enjoy about your  
current role? 

I couldn’t have asked for a better team 
to work with in my role here at MHPH. 
I feel so privileged to be a part of 
establishing this new service with Dr 
Tom Gleeson for MHPH. I really enjoy 
the many different elements of my job 
including the continuity of care I can 
give to my patients as outpatients and 
inpatients. 

What would you say to anyone 
wanting to study and become a 
doctor? 

Go for it! Be prepared to work hard 
and sacrifice a lot of things including 
family time. If I can do it, anyone can! 
It is achievable if you’re willing to 
put the work in. It gives you so many 
options in terms of pathways and there 
are so many amazing opportunities 
especially in regional and remote 
Australia. It is so rewarding to be 
able to do something to help people 
especially during the difficult times 
we’re in at the moment. We’re all in 
this together!

NEW VISITING MEDICAL OFFICERS
Welcoming our
Mildura Health Private 
Hospital now has over 90 
medical specialists visiting 
our hospital frequently.

We would like to 
welcome our newest 
Visiting Medical Officers 
who are now providing 
care for our members and 
our local community. 

Dr Jaz Fransch – General Practitioner (Registrar)

Dr Anna Hoy – Resident Medical Practitioner

Dr Andrew Newcomb – Cardiothoracic Surgeon

Dr Amal Fernando – General Surgeon

Dr Jennifer Tran – Dentist

Mr Bradley Newell – Urologist

Mr Matthias Russ – Orthopaedic Surgeon

Dr Mary Mashicharan – Cardiologist

Dr Margaret Dunkley – General Surgeon

Dr Bradley Fisher – Dental (General) 

Dr Davinder Singh – Dental (General)

TRAINING FOR THE FUTURE

MILDURA DISTRICT HOSPITAL FUND LTD 
(Trading As Mildura Health)  
ACN: 078 202 089      
ABN: 13 078 202 089

ANNUAL GENERAL MEETING

Notice is hereby given that the ANNUAL GENERAL 
MEETING of members of Mildura District Hospital 
Fund Limited will be held at the Mildura Health 
Fund, 79 Deakin Avenue, Mildura,  
on Thursday 28th October 2021 at 5.30pm.

BUSINESS

1. To confirm the minutes of the previous Annual 
General Meeting.

2. To receive and consider the Statutory Financial 
Statements, Directors’ Report and External Auditor 

Report for the year ended 30 June 2021.

3. To approve a Board Limit Resolution that the 
Number of Directors of the Company to hold office 
until the next Annual General Meeting be nine.

4. To elect members to the Board as per the 
Nominations called for below.

5. To transact any business of which any member 
has given 14 days notice or referred by the Board.

6. Nominations of and by members are hereby 
called to fill one vacancy on the Board of Directors.  

Ms. Kerrie Pitt having completed the elected 
period of office for a casual vacancy as defined 
in the Constitution, automatically retires, but is 
eligible for re-nomination.  Ms. Pitt has indicated 
their intention to re-nominate.

Nominations for the above Board of Director 
vacancy, signed by two members and the nominee, 
must be in the hand of the Corporate Secretary, no 
later than 3.00pm on Thursday 14 October 2021.  
In the event of more than one such nomination 
being received, an election by ballot of members 
present at the Annual General Meeting will be 
held.

An explanatory memorandum is available to 
support this notice of meeting and is available for 
members upon request.

By Order of the Board of Directors 
Mr. G. D. OP DE COUL 
CHIEF EXECUTIVE OFFICER

In November 2020, Mildura 
Health Private Consulting 
(MHPC) became an accredited 
training organisation to 
host Registrars on a training 
program with the Royal 
Australian College of General 
Practitioners (RACGP), the 
Australian College of Rural and 
Remote Medicine (ACRRM) 
and the Murray City Country 
Coast GP Training (MCCC). 
The training program supports 
Doctors in training to become 
rural generalist GPs in regional 
Victoria. 
Dr Tom Gleeson said that rural 
locations, such as Mildura, rely on 
highly skilled GPs to manage and 
support the local healthcare system. 
This program is aimed at ensuring rural 
and remote areas of Victoria have 
the services of a well-trained rural 

generalist GP, with a broad range of 
skills and training qualifications. 

“The benefit of rural generalist 
medicine is that these GPs have 
a broad knowledge of skills, both 
procedural and non-procedural, 
management of patients in a hospital, 
experience in emergency departments 
and greater networking opportunities”.

“The benefit for the community 
will be that they will have access to 
more GPs with sound skills and broad 
knowledge” Dr Gleeson said. 

Local GP of over 50 years, Dr Hartley 
said offering the rural generalist 
program at MHPC will be a sought-
after training program to attract talent 
to the local region. 

Dr. Donald Hartley, Dr. Jandree Fransch, Dr. Tom Gleeson and Dr. Anna Hoy
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Mildura Health Private 
Hospital (MHPH) is investing 
in delivering even greater 
care to the local community 
with a $12-million-dollar 
upgrade of the facility now 
underway that is expected 
to help attract more medical 
specialists to our region. 
MHPH is creating two dedicated 
endoscopy theatres from the existing 
theatre footprint and building 
three new operating theatres. To 
compliment the operating theatre 
design, both stage 1 and 2 recovery 
areas will have increased bed numbers 
with an open plan layout for improved 
clinical oversight. The works will 
entail construction of a new Central 
Sterilization Store Department aligned 
with changing regulations. The project 
also improves the hospital’s bulk store 
capacity, staff change rooms and 
staff tearoom. Along with this, there 

will be a new 44 space car park and 
pedestrian crossing for MHPH staff. 

MHPH Chief Executive Officer, 
Marcus Guthrie said “The hospital 
has completed detailed modelling of 
current and future patient activity 
based on regional population growth 
and an ageing population. This detailed 
strategic planning shows us that there 
is a need for an increased medical 
workforce along with an expansion of 
the operating theatre complex. This 
is on top of an increasing number of 
patient’s using the hospital’s services 
up 6% on the previous financial 
years admissions, as a result of the 
hospital attracting more specialists to 
the region allowing patients to avoid 
needing to travel for their treatment.”

This upgrade is timely with the 
increase of procedures being 
performed at MHPH. Recent data from 
the last financial year has highlighted 
that the number of hip replacements 
performed at the hospital have 
doubled from the previous financial 
year. One of the reasons for this is 

the result of successful recruitment 
of surgeons to the area giving local 
residents greater choice and range of 
services that can be performed locally. 

Local resident, Phil Kettle recently 
had a hip replacement at MHPH with 
Associate Professor (AP) Rickman who 
is a visiting specialist from Adelaide.  

“I was referred to AP Rickman from my 
GP Dr. Gleeson. From the moment I 
spoke with AP Rickman I had a feeling 
of confidence that I was going to be 
looked after properly. Prior to meeting 
AP Rickman, I did some research, and 
I was very pleased to see a specialist 
with his credentials visit Mildura.  

“Within a few days I was out of 
hospital, and I was able to walk 200 
meters, then 1 km the day following, 
and I felt great, said Mr. Kettle.

“The overall experience from start to 
finish was exceptional. The treatment 
and care at MHPH was faultless and 
the care and expertise provided by AP 
Rickman prior and after the procedure 
was great. The personal follow up from 

AP Rickman’s room and MHPH has  
been fantastic. 

Mr. Kettle added “People from the 
region say that when you need 
something major done you need to go 
to Adelaide or Melbourne to get better 
treatment.  But I can say that I do not 
believe I could have received better 
treatment out of town, than what I 
received here, in Mildura. 

Mr. Guthrie said, “More work needs 
to be done in recruiting specialists 
to the area, however with the 
investment in the new perioperative 
services department design, it will 
make recruitment of specialists less 
problematic. We are also working 
closely with the local Mildura Base 
Public Hospital in  joint recruitment 
of specialists to the area, in particular 
Physicians. This will allow for an 
easier transfer of private patients out 
of public hospital, freeing up beds 
for public patients. A win win for the 
whole community.

MILDURA HEALTH 
PRIVATE HOSPITAL
INVESTING IN THE NEEDS  
OF OUR COMMUNITY

Mildura Health Private Hospital’s Director of Clinial Services,  
Carla Kirby and Chief Executive Officer, Marcus Gurthrie
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We all know someone  
who has been impacted 
by cancer.
Earlier this year we were proud 
to announce that Mildura Health 
will be building a purpose-built 
cancer radiation treatment centre in 
partnership with Icon who is a leader 
in cancer treatment and research in 
Australia, New Zealand, and Asia.

Construction of the new Mildura 
Health Icon Cancer Centre will begin 
soon with the new multi-million-
dollar development set to deliver 
radiation cancer treatment to our 
local community. The centre will be 
built on the grounds of Mildura Health 
Private Hospital (MHPH) and will have 
the capacity to deliver 9000 radiation 
therapy treatments each year, offering 
precise and complex treatment for 
more than 500 patients annually.

Mildura Health (MH) Chief Executive 
Officer, Gerard Op de Coul says “This 
is a major health announcement for 
our region and was only possible due 
to the support of our 35,000 loyal 
members. Being a member of MHF is 
more than just about Private Health 

Insurance. Your support has enabled 
us to bring vital health services to our 
community. Mildura Health supports 
the local community, not shareholders.

“It has been a five-year journey. When 
Karen Woolfe, Jacinta Robinson and 
I originally looked at providing this 
service locally it became obvious to 
us that we did not have the resources 
or the knowhow to provide such 
a service. Radiation treatment is 
extremely complex and is evolving at 
such a rapid pace that a partnership 
with a large provider who specialises 
in this field is needed. This is why we 
chose the Icon group. They are the 
largest provider of these services 
Australia wide, providing these 
services in many of Australia’s leading 
Private Hospital’s such as Epworth 
Healthcare and Healthscope private 
hospitals,” said Mr Op de Coul.

Icon Group Chief Executive Officer, 
Mark Middleton said “With both 
cancer incidence and mortality in 
Mildura ranking higher than the 
Victorian average, we know how 
important access to cancer treatment 
is for the local community. No longer 
will cancer patients need to travel 

long distances away from loved ones 
to access the care they need or face 
financial and emotional stress over 
what can be months of treatment.”

MHPH Chief Executive Officer, Marcus 
Guthrie says “As Mildura Health 
Private Hospital continues to deliver 
exceptional care to the Mildura region, 
we look forward to expanding our 
available cancer care services and 
facilities in partnership with Icon 
Group and offering medical oncology 
to more patients upon opening. This 
cancer centre will ensure patients can 
receive cancer treatment locally to 
help ease the emotional, financial and 
social burden of travelling for care.”

“This could not have happened 
without the support of the Federal 
Government, Victorian State 
Government, Icon Group and our loyal 
and valued members. I would like to 
personally thank all involved in making 
this vision a reality” Mr Op de Coul 
added.

It is anticipated the Centre will be 
completed in mid 2022 and will be 
accessible to both public and private 
patients alike.

INVESTING IN THE NEEDS
OF OUR COMMUNITY

mildurahealthfund.com.au

Follow us on:


