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INTRODUCTION 
AND OVERVIEW

For the past five years, Telstra has been 
measuring the productivity of Australia’s 
largest companies. The resulting reports 
provide a fascinating insight into the types 
of initiatives leading organisations are 
undertaking and the benefits they 
are achieving. 

In the healthcare sector, productivity is 
particularly important. As demands on the 
national system increase, providers are being 
forced to find ways to deliver more within 
constrained budgets.

The situation is exacerbated by the increasing 
range and cost of diagnostics, medical 
procedures and medicines. Advances in medicine 
have led to the ability to diagnose problems and 
perform procedures that previously would not 
have been possible. However, many of these are 
complex and require expensive equipment and 
post-operative care. Medical budgets are simply 
not keeping up with technical advances.

This is not to say medical organisations are 
avoiding technology spend. Large amounts 
are being invested in the underlying IT 
infrastructures that support hospitals and 
other facilities. Spurred by initiatives such as 
electronic patient records, organisations are 
installing or upgrading everything from bedside 
terminals and centralised data stores to the 
networks that connect them.

However, while the usage of IT is being extended, 
interoperability can often become a problem. 
This is particularly the case where legacy 
systems need to be able to connect with new 
applications.  

However the situation in Australia is far from 
bleak with the country enjoying a robust and (on 
the whole) well-resourced healthcare system.

National health expenditure is significant. 
According to the most recently released national 
research, in 2009/10, the country spent $121.4 
billion on healthcare, up from $72.2 billion a 
decade earlier. This represented 9.4 per cent of 
total spending on all goods and services and was 
an increase from 7.9 per cent a decade earlier.1

Between 2000 and 2010, real growth in national 
health spending has averaged 5.3 per cent per 
year. This compares with an average annual GDP 
growth of 3.1 per cent2 and is evidence of strong 
public commitment to the sector.

1 	 Australian Institute of Health and Welfare: Australia’s Health 2012 report (p 468)
2 	 Australian Institute of Health and Welfare: Australia’s Health 2012 report (p 8)



Australians also enjoy one of the highest life  
expectancies in the world. The average male lives 
for 79.5 years while the average female will live to 
age 843 . Much of this is attributable to the high 
standard of available healthcare.

Australia’s pharmaceutical sector is also healthy. 
In 2011, it ranked as 15th largest in the world and 
generated revenues of approximately $22 billion4. 
A strong research and development culture will 
ensure it remains vibrant and productive in 
coming years. 

Yet, despite these encouraging indicators, there 
remains work to be done. As the country’s  
population ages, demands on the healthcare 
system will continue to grow. With funding 
remaining constrained, the only alternative is 
to increase the efficiency and productivity of 
existing assets.

The pressures are already becoming evident. 
Among older Australians living in the community 
in 2009, almost half (49 per cent ) aged between 
65 and 74 years had five or more long-term 
medical conditions. This figure increased to 70 
per cent of those aged 85 years or older.5 

The lack of sufficient resources in regional and 
remote areas of the nation is also a constant 
challenge. Because of Australia’s vast distances 
and dispersed population, the availability of  
on-the-ground healthcare facilities will always 

3	  Australian Institute of Health and Welfare: Australia’s Health 2012 report (summary section)
4 	 http://www.adroitpeople.com.au/australia-industry-analysis-2012/
5 	 Australian Institute of Health and Welfare: Australia’s Health 2012 report (p9)

be an issue. While solutions such as tele-health 
can assist with this challenge, there is still 
resistance among some healthcare provider 
organisations to fully embrace such tools.
 
From a technology perspective, there are vast 
opportunities offered by a range of advances 
and existing services. Electronic patient records 
and the use of mobile communications tools for 
patient monitoring, diagnosis and treatment have 
great capacity to add value. So too do services 
that allow a doctor to examine and diagnose a 
patient from a remote location.

Encouragingly, health facilities around the 
country are investing large amounts in improving 
their underlying technology infrastructures 
to support these emerging initiatives. They 
recognise IT is fundamental to ensuring medical 
staff can be as productive as possible and 
provide the very best in patient care.



But while progress has been made, it seems 
there is still room for improvement. According to 
a recent international survey (2012), 92 per cent 
of Australian GPs were using electronic patient 
records, however this had dropped from 95 per 
cent in 2009.6 While the reasons for this decline 
are unclear, it demonstrates there is no room 
for complacency.

The same survey found that less than a quarter 
of Australian doctors said their patients could 
use email to contact them about medical ques-
tions or concerns. And, when a patient is seen by 
a specialist, their GP receives all the relevant 
information (including information about 
changes in the patient’s medication), only 
one-third of the time.7

6	 http://www.canberratimes.com.au/opinion/gps-are-being-asked-to-take-up-thy-mouse-and-coordinate-20121120-29of8.html#ixzz2DaOcvmAy
7	 http://www.canberratimes.com.au/opinion/gps-are-being-asked-to-take-up-thy-mouse-and-coordinate-20121120-29of8.html#ixzz2DaOcvmAy

On the electronic medical record front, a  
surprising volume of patient data is still 
captured and stored in paper format, leading 
to inefficiencies and the potential for data loss. 
Adoption is also being constrained because  
there is yet to be a recognised national format  
for electronic patient records.

Overall, the organisations within the health  
sector that will be best positioned to deliver  
quality patient care during coming years will be 
those that use productivity initiatives to achieve 
more than ever before - to achieve ‘Clever 
Growth’.
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A shift to 
Clever Growth

The concept of growth is changing. Where 
once it was measured simply in terms of rising 
revenues, it is now increasingly being seen 
as something that’s intelligent, efficient and 
sustainable. It’s not growth simply to get 
bigger, but growth to get better.

At Telstra, we term this as ‘Clever Growth’. It 
encompasses not just increases in revenue but 
also productivity improvements and capability 
enhancements. 

As part of the research for this year’s Towards 
a Clever Australia report, Telstra conducted 
interviews with more than 1000 private and 
public-sector organisations. In-depth interviews 
were conducted with senior decision makers to 
gain an understanding of how their organisations 
were performing and the plans they have in place 
to improve this performance in the future.

The result is a fascinating insight into Australia’s 
corporate behaviours, attitudes and investments. 
It provides a clear picture of where our surveyed 
organisations are positioned when it comes to 
achieving the goal of Clever Growth.

Careful analysis of the research has identified 
three specific groups of organisations that co-
exist within our national business landscape. 
Each group shares specific attributes and, 
importantly, specific modes of operation.

Telstra calls the first group ‘Productivity 
Leaders’ (Leaders). Its members comprise 
those organisations that both measure their 
productivity and have achieved substantial 
improvement to it during the past year. 
 
The second identified group has been called 
‘Productivity Followers’ (Followers). Members 
of this group, either don’t measure their 
productivity or have not achieved substantial 
improvements to it during the last year. 

For the first time this year, the research 
has identified a new group. Called ‘Growth 
Champions’ (Champions), members of this 
group have measured and achieved substantial 
productivity improvements during the past year 
while at the same time enjoying substantial 
growth.



Interestingly, just 5 per cent of all Australian 
organisations surveyed are members of this third 
group. While almost all sectors are represented, 
retail comprise 18 per cent, manufacturing 
comprise 12 percent, banking and finance 
comprise 10 per cent and health-sector 
organisations 13 per cent respectively.

Organisations in the Growth Champions group 
share specific characteristics:

•	� They are more likely to report being focused on 
customer satisfaction and achieving success 
in this area. This applies to 58 per cent of 
Champions compared with just 36 per cent 
of those organisations in the in the Leaders 
category.

•	� They report that effective employee 
collaboration is absolutely key to achieving 
Clever Growth. This was nominated by 100 per 
cent of Champions compared with 88 per cent 
of Leaders.

•	� They report investing more than other 
organisations in high-speed networks, 
sophisticated analytics and IT infrastructure 
performance to deliver growth. The research 
found that 88 per cent of Champions have 
invested in improving network speed and 
coverage compared with 70 per cent of 
Leaders.

•	� Champions recognise that achieving 
sustained productivity and growth is not 
a one-off task that can be completed and 
ticked off a corporate ‘to-do’ list. Instead, 
they understand that achieving Clever Growth 
requires an organisation to follow a process 
of constant evolution. Operations must be 
continually reviewed and revised to ensure 
they represent best practice and provide 
the support needed to meet pre-determined 
goals.
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Clever Growth 
in health

Achieving Clever Growth is particularly 
relevant in the health sector. Increasing demand 
for medical care and the constant search 
for new treatments has pushed productivity 
improvements to the fore for 
many organisations.

Pressure is also being applied in the form of a 
move to funding based on achieving prescribed 
targets. This trend means providers must ensure 
they are being as productive as possible with the 
funds they have available.

Added to this is the increasing need to provide 
healthcare services to people in their own homes. 
It is being recognised that allowing people to 
remain at home not only reduces demand for 
hospital beds but in many cases can aid in 
reducing recovery times. While the cost and social 
benefits of this are significant, it requires a fresh 
approach to exactly how care services 
are delivered.

At the same time, there is also a push to keep 
people out of the healthcare system in the first 
place. While it perhaps sounds counterintuitive, 
the most successful health services organisations 
of the future are likely to be the ones that provide 
the type of support that reduces patient reliance 
on their offerings.

The introduction of larger numbers of mobile 
health workers is a classic example of how 
this goal can be achieved by Growth Champion 
organisations. By providing care services away 

from existing facilities, patient demands can 
be met while operational costs are controlled. 
Although such an approach requires up-front 
investment in supporting infrastructure (such as 
mobile terminals and communications links), the 
long-term benefits will be significant.

Interestingly however, Telstra’s research has 
found that only a relatively small proportion 
of organisations in the sector are Growth 
Champions. Of those surveyed, just 8 per cent 
were members of this group8. Of those remaining, 
21 per cent are defined as Productivity Leaders 
while the remainder (71 per cent) fall into the 
Productivity Followers category. 

These results show there is significant scope for 
improvement when it comes to achieving Clever 
Growth in the Australian healthcare sector.

The Telstra research does show that the 
Australian health sector organisations achieving 
Clever Growth, like their counterparts in other 
industry sectors, are focused on a number of key 
initiatives including:
•	 Improving customer experience and  
	 satisfaction (where ‘customers’ are patients  
	 and their families, medical professionals and  
	 health administrators) 
•	 Quickly responding to challenges
•	 Improving productivity

8	 This figure is derived from a sub-sample cross tabulation of organisations in the health sector sample that fit the definition of Growth Champions.



Chart 1 - Strategies that lead to growth

60%50%40%30%20%

Improving Customer
Satisfaction & Growth

Quickly responding to challenges 
and opportunities

Improving community 
perceptions of your organisation

Improving productivity

Managing risk/Business 
continuity/Disaster recovery

Attracting & Creating an 
engaged workforce

Increasing Capabilities in 
delivering services

Increasing research and innovation 
in new revenue streams

Focusing on core Business 
through Partnerships

49%

37%

49%

27%

41%

29%

31%

21%

32%

Productivity LeadersGrowth Champions

59%

53%

47%

46%

45%

45%

43%

39%

33%

Base: Growth Champions and Productivity Leaders who rated growth as a medium - major priority (n=190)
Note: Chart shows the percentage of organisations that rate a strategy as very important



Improving customer (patient) 
experience and satisfaction

Faced with the conflicting forces of finite 
budgets and growing workloads, many health 
providers are seeking ways to improve the 
delivery of services. For many, this means 
identifying ways in which staff can be more 
productive and thereby better meet the needs 
of patients within existing 
financial constraints.

Often this can involve the provision of services 
outside traditional facilities. Rather than 
requiring patients to travel to a central care 
facility, tools such as video conferencing links 
can be used to provide care within the home or a 
regional or remote health centre. 

The clear benefits of this approach have already 
resulted in significant investments by some 
health organisations in video conferencing 
and collaboration systems. According to 
Telstra’s research, 68 per cent of health sector 
organisations report having invested in this area 

in the past 12 months and 46 per cent plan to do 
so in the next year.

Allowing staff to operate outside central 
facilities, by equipping them with mobility tools, 
is also increasingly important. Of those surveyed, 
47 per cent report having invested in this area 
in the past year and 39 per cent indicated an 
intention to do so in the next year.

Networking and data management are also key 
priorities for health organisations as they deal 
with the rising volume of digital information and 
the need to ensure efficient access to patient 
records and medical results. Those achieving 
Clever Growth report allocating investments to 
this area.



CHART 2 – TIMING OF ICT INVESTMENT

Will invest in the next 12 months

Have invested in the past 12 months

60% 60% 80%80% 40% 40%20% 20%

Data Management and Business 
Analytics

Network Security Solutions

Video Conferencing & Collaboration 
Solutions for meetings

E-Commerce capabilities or 
providing customers with Online/

Self-Service Facilities

Networked Business Processes 
& Forms Online

Cloud Computing Opportunities

Managing, Distributing and recieving 
High Definition, Desktop and Mobile 

Video Content

total health

Broadband/IP network Speeds, 
Coverage and Performance

Mobility Technologies

Remote monitoring and control of 
plant, vehicle fleet, Machine-To-

Machine or other Assets

47%64%

63%

67%

64%

57%

50%

42%

31%

36%

24%

65%

72%

64%

59%

38%

68%

33%

38%

36%

39%51%

50%

48%

48%

45%

42%

32%

32%

27%

22%

60%

53%

56%

53%

38%

46%

31%

25%

27%

Base: All Private and Government organisations (n=1060) and Health (n=67). (Data excludes ‘don’t know’ responses). 



Quickly responding 
to challenges
Medical technology and the methods by 
which healthcare is delivered are changing 
rapidly. Procedures that would once have been 
impossible or prohibitively expensive are now 
considered routine.

As a result, healthcare organisations must be 
in a position to quickly change their internal 
processes and the ways in which care is delivered 
to meet increasing patient expectations. 

The quickly rising number of people requiring 
healthcare is another issue for the sector. 

Telstra’s research found that 36 per cent of 
healthcare sector organisations nominate rising 
customer (patient) numbers as a challenge, 
compared with 19 per cent in the wider 
survey group.

At the same time managing risks has also 
been identified by many organisations as a key 
challenge that must be quickly and continually 
addressed. The quality of delivered care, security 
and legal compliance are key examples in 
this area.



chart 3 – the SUCCESS IN ACHIEVING KEY ORGANISATION 
OBJECTIVES SUCCESS over last 12 months

Base: All Private Organisations (n=700) and Health (n=67). 
Note: Percentage shown represents the percentage of respondents that increased a great deal/a lot.  
(Data excludes ‘can’t say’ responses). 
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42%

23%
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18%
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17%

13%
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11%



Improving 
productivity
The mantra of ‘doing more with less’ permeates 
the Australian healthcare sector. Despite 
increased allocations by state and federal 
governments, budgets have little hope of 
matching rises in demand for services. As such, 
it is vital organisations find ways to streamline 
their operations and achieve more with finite 
financial resources.

Here, technology has an important role to play. 
Increased usage of mobile and broadband data 
networks (nominated by 41 per cent of health 
organisations surveyed) is seen as a key method 
of achieving improved productivity.

Allied to this is a rapid increase in the use of 
video conferencing within the health sector. This 
communications technology is being used as an 
internal channel as well as a method of providing 
better access to services for patients in rural and 
remote areas. Many organisations expect usage 
of these technologies to become much more 
widespread during the next few years.

42%

35%34% 34%
38%

32%

41% 41%
38%

31%
27%

23%

36%

31%
29%

9%
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CHART 4 – PRODUCTIVITY IMPROVEMENTS  
FROM INVESTMENTS

Total

Health

Base: All Private and Government organisations (n=1060) and Health (n=67). 
Percentage shown represents the percentage of respondents that rated the driver great deal/ a lot of improvement.  
(Data excludes ‘can’t say’ and ‘not relevant to my company’ responses).



MEASURING PROGRESS

9	 Source: Towards a Clever Australia Report 2013

To achieve the goal of Clever Growth, it is 
important for organisations to measure the 
progress being made. The Towards a Clever 
Australia research shows organisations in the 
healthcare sector are more likely than not to 
have key performance indicators (KPIs) in place 
to measure their improvements in the area of 
productivity. Of those surveyed, 80 per cent 
said they had KPIs in place for this reason.

There is a strong correlation between 
measurement and success. Of those with KPIs 
in place, 25 per cent said their organisation’s 
productivity had increased ‘a lot’ or ‘a great 
deal’ (10 per cent) during the past 12 months. 
A further 38 per cent said it had increased ‘a 
moderate amount’ during the same period.9
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Helping our 
customers

For Telstra, our goal of achieving Clever Growth 
is intrinsically linked with helping customers 
achieve the same objective.

As has been outlined in this white paper, the 
Australian health sector is already achieving 
well in this area with a world-class healthcare 
delivery infrastructure. More than 85 per cent  
of Australians have expressed confidence in how 
the healthcare system would serve them if they 
were severely ill.10

But there is no room for complacency. Telstra is 
working with its customers in a range of different 
areas to build on this success and help them 
achieve their goal of Clever Growth.

Examples include customers that are giving 
access to centrally held medical information 
in real time to mobile care providers, thereby 

10	 http://www.menzieshealthpolicy.edu.au/mn_survey/Menzies-NousAustralianHealthSurveyReport2012.pdf 
11	 http://www.telstra.com.au/business-enterprise/enterprise-solutions/industry-solutions/health-care/#tab-features
12	 http://www.telstra.com.au/business-enterprise/resources-insights/case-studies/mobility/ambulance-service-of-nsw.xml
13	 http://telstra.com.au/business-enterprise/resources-insights/case-studies/loddon-mallee-health-alliance-case-study.xml

“With this technology in 
place, we’ll be able to  
save at least $550,000 per 
annum, and that money is 
sufficient to allow these 
hospitals to keep this 
service running at zero cost.”

improving their efficiency and effectiveness. The 
provision of remote medical services also allows 
patients to remain in their local community and 
yet take advantage of medical expertise located 
in large cities. Telstra Virtual Trauma Care is an 
example of these capabilities.11

Many hospitals are also streamlining their 
administrative processes, reducing costs and 
ensuring the maximum proportion of budgets can 
be allocated to patient care.

At the same time Telstra is also working to 
ensure vital networks and infrastructures remain 
secure, protecting the privacy of patients and 
ensuring reliable access to needed information.

As an example, Telstra is working with the 
Ambulance Service of New South Wales to roll 
out terminals that enable access to critical 
data in all NSW ambulances. The system used 
Telstra’s Next G® network to transmit vital 
information directly to vehicles, improving the 
quality of care.12 

The Loddon Mallee Health Alliance (LMHA) 
overcame the ‘tyranny of distance’ for their 
Virtual Trauma and Critical Care Unit by 
implementing a specially tailored Telstra 
MWAN solution. This enables metropolitan 
emergency departments to work in real-time 
with their rural counterparts, saving at least 
$500,000 annually.13

ICT Manager, Health



“Clever growth is about using the 
resources that are available to 
provide the very best standard of 
healthcare possible. As Australia’s 
demographics change, this is becoming 
increasingly important.” 
Tanya Felton – Telstra National General Manager, Healthcare



Your organisation

Telstra can provide support and guidance for 
health sector organisations that cover a range of 
critical areas. Solutions offered include:

Managed Healthcare Service or MHS which 
is a comprehensive suite of service-based 
offerings enabling clinical access at the point of 
care, whether that is fixed point or mobile and 
wherever care takes place

Telstra Bedside which allows medical 
professionals to access clinical applications 
and patient information from the 
hospital bedside

Tele-health, which equips care givers with high-
definition video conferencing facilities

Adaptive asset management which 
automatically tracks valuable assets moving 
through an organisation in near real time with 
100 per cent accuracy

Network provision and management to provide 
reliable and scalable networking links to all 
parts of an organisation 

For many customers, mobility is a particular area 
of focus. Properly equipped healthcare workers 
can deliver quality care to patients who are 
unable to visit centralised facilities. Telstra can 
provide solutions that allow access to centrally 
stored data and to the skills and knowledge of 
city-based experts reliably and cost effectively.

Telstra will continue to work with clients across 
the sector to improve their efficiency and 
promote Clever Growth.

Your customers

In the health sector, customers are patients and 
efficiently providing them with quality care is the 
primary objective of all organisations. 

Telstra continues to work with care providers 
to implement new channels for service delivery. 
This includes initiatives such as tele-health and 
e-health as well as improving the infrastructures 
within care facilities. 

The provision of high-speed, reliable and 
secure networks is also vital to ensure care 
professionals have access to the data and 
records they require to perform their work. In this 
area, Telstra is working with clients to maximise 
the benefits of both wired and wireless 
network links.

•

•

•

•

•
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