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It is optimistic and ambitious. It signals where we want 
to go over the next five years based on four pillars – 
People, Patient, Impact and Connection. It is a plan that 
will provide the focus for us to deliver a better future for 
our people and for the Victorian community.

By 2028 Ambulance Victoria will be a world leading 
ambulance service in terms of our people’s experience, 
patient health outcomes, the impact we make, and our 
connection to each other, our partners, and the broader 
healthcare system. 

Underpinning our People pillar is our commitment 
to creating a safe, fair and inclusive workplace, where 
our people thrive because they feel engaged, valued 

and well – and with our commitment to inclusion and 
diversity, our people are as diverse as the community  
we support.

Our highly skilled paramedics, dedicated corporate 
teams and our first responders, work side by side and 
with an interdependency on each other. Over the last 
two years, our people have gone above and beyond to 
support our communities, responded to the challenges 
of our operating environment, and adapted to new ways 
of working while remaining focused on Best Care and 
patient outcomes. 

Our learnings have been significant, particularly where 
our people are concerned. Together we created our 

Board Chair and  
Chief Executive Foreword

Ambulance Victoria is a relatively young  
organisation. It was formed in 2009 to provide 
statewide ambulance services and over that 
time, health care has evolved such that Victoria’s 
emergency responders are now part of the  
broader health system. 

Today, Ambulance Victoria plays a unique and  
trusted role. We are called upon to provide out-of-
hospital, mobile and emergency health care to more 
than 6.6 million people across more than 227,000 
square kilometres. We do this well and are passionate 
about delivering high quality care to our patients and 
our community. 

The past few years have been extraordinary. Through 
fires, floods and a global pandemic, our people have 
gone above and beyond to support our community and 
we are immensely proud.

The pressure to deliver has not subsided. The demand 
for our service continues to grow and with this comes a 
significant responsibility to adapt and evolve so we can 
meet our community’s needs.

As we started on the path to prepare this strategic plan, 
we asked ourselves, ‘what do the next five years look like’, 
and ‘what will better look like’?

Like all things in life, a strategy is not delivered in 
isolation. It connects Ambulance Victoria to the Victorian 
Government’s vision for a healthy, resilient community, 
to healthcare and emergency, and importantly, to 
the community that we serve. We considered the key 
aspects of our performance that intersects with our 
community, to human-centred performance, and 
psychological safety. 

We also obtained the input of our people and  
our partners.

We are therefore pleased to deliver the Ambulance 
Victoria Strategic Plan 2023-2028 Transforming for 
Better. This plan acknowledges the changing needs of 
the community and the role that our organisation has  
in supporting and responding to those needs. 

It builds on all our learning and the enthusiasm of our 
people to make further changes so we can improve our 
response to patients, to help them get the best care, 
and to support communities across the country to be 
healthy, safe and resilient.
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new organisational values. These values create a shared 
purpose and understanding of who we are, what we 
stand for and how we act. Our strategy recognises the 
importance of supporting all of our people by creating 
a positive workplace culture where values-driven 
leadership empowers our people to learn and strive to 
be their very best. 

Our Patient pillar will see us continue to provide Best 
Care to our community, recognising the individual 
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… and we know that realising this belief will take the 
efforts of the whole healthcare system.
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Why We Need to Transform

Ambulance Victoria is a unique and trusted organisation in Victoria’s healthcare system. 
We are called upon to provide state-wide care in health emergencies, and to connect 
our community to the health system. We do this well and we are passionate about  
our patients and our community.

Our Formula for Transformation 

Our formula for transformation will be to apply 
the levers of Innovation, Digital technologies, 
enhanced Research and Sustainable delivery to 
our four key focus areas of People, Patients, Impact 
and Connection.

We will complete the work required to stabilise 
our organisation and enable us to embark on our 
transformation journey. This approach will ensure 
we continue to deliver every day, whilst  
we transform.

This plan is optimistic and ambitious. It is about 
uniting and aligning our people. It is about leaning 
into what our patients need and want to deliver 
Best Care. It is about us reaching for more and 
better impact and it is about us connecting with 
ourselves, our teams, and our system partners.

This plan will guide us so that by 2028 we will 
consistently bring world leading healthcare and 
emergency outcomes to our community across  
the state.

Innovation Digital Research Sustainability
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Our Response to our Context

We believe we can address these challenges and transform into the provider of healthcare 
excellence our community values and needs. We will do this while delivering services of the 
highest quality and safety for both our patients and our people. 

People 
We will address the 
broader cultural issues 
outlined in the Victorian 
Equal Opportunity and 
Human Rights Commission 
report and build a safe, fair 
and inclusive workplace. 
This will clear the path for 
us to focus on empowering 
and enabling our teams 
to deliver services and 
support that meets our 
growing and changing 
demand patterns. This 
will also see our people 
embrace a more trusting 
and digitally integrated 
workplace.

Patients
Value-based thinking 
will help us collaborate 
with patients, carers, and 
community to improve 
services and access 
which will divert and 
reduce demand where 
appropriate. It will help 
us innovate new services 
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Value-based Healthcare  
at Ambulance Victoria

Value-based healthcare is an approach which is gaining significant 
traction across the health system. Put simply, it emphasises improving 
patient outcomes and patient satisfaction whilst reducing overall 
healthcare costs.

However, its implementation is often a complex undertaking, requiring consideration of key 
challenges such as:

• Unearthing what best patient and community outcomes and “value” means to each 
stakeholder; 

• Ensuring reliable outcomes data is shared between healthcare organisations;

• Overcoming fragmented services as patients navigate the healthcare system, and 

• Balancing multiple stakeholder priorities. 

At Ambulance Victoria, we see value-based healthcare as a three-sided pursuit that seeks 
to understand value from the perspective of our patients, people, and funding providers. 
Specifically, how we improve the quality of care and patient outcomes while reducing 
healthcare costs for us and the broader system.

Our approach to realising value-based healthcare is embedded in this plan. It is about 
enhancing our service delivery model so that we move towards increasing the value of each 
healthcare service instance and move away from the provision of services at volume or indeed 
trying to deliver too broad a range of services. 

Realising this ambition is the ultimate aim of our strategy and will require the interplay of all 
our strategic pillars. We will need to: 



Our strategy defines and details our collective role, impact, goals, targets, priorities, indicators, 
and enablers. These components outline what we do, why we exist, our priorities, how we 
measure our success, and how we contribute to the Ambulance Victoria belief and purpose.

Our strategic pillars are our priorities.

This is where we will focus our effort and investment to achieve our 2028 vision. We will set our daily work, projects, and 
our change agenda on these pillars.

This section further develops our plan for each of our pillars and:

1.  Describes each of the four pillars.

2.  Sets out a Success Statement for each pillar that describes a future state we can grasp and aspire to.

3.  Clarifies what success looks like by breaking down the strategic statement into Key Outcomes that help us interpret 
what the work in each pillar will be over the next five years.

4.  Helps us understand the direction of change we seek by setting out the Indicators we will use to direct our work.

People Patients

Impact Connection

Our Strategy in Detail
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Strategic Pillar One People

Strategic Statement 

By 2028 we will be the most sought-after place to work in our  
healthcare system. 
Our team will deliver sustained outcomes because they are aligned with the organisation’s purpose, well trained, 
equipped and connected to each other by our systems and practices. We will address harmful workplace behaviours and 
ensure our people feel connected, valued, safe and included in a skilled team that is constantly developing and thriving.

People who work and volunteer at Ambulance Victoria are the heart of the service. We are central to how we can  
bring the Victorian community the best patient focused pre-hospital care. Clarity is critical to our team’s outcomes  
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Strategic Pillar Two Patients Best Care, Everywhere

Strategic Statement 

By 2028 patients across Victoria will experience world leading mobile  
and out of hospital emergency care. 
Appropriate care is timely, effective, culturally sensitive and connects patients to the right part of the broader  
healthcare system. 

This care will result in optimal clinical outcomes and patient experiences across our community. We will continue to 
evolve our clinical model through research and innovation, and patient-informed design.

Outcomes and Indicators

Outcome 2.1
All patients receive the 
best care, improved  
health outcomes and  
experience

By 2028 …
All patients receive the best care and clinical 
advice that is timely, safe, effective and in the 
right place. We ensure that patients have the 
best clinical pathways either through our service, 
or the services we refer them to. Patients, family, 
and support networks feel confident in our care, 
and they are heard, valued, and respected. 

Indicators
  Positive patient  

experience and safety

  Responsiveness of  
emergency care

Outcome 2.2
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Strategic Pillar Four Connection Connected Healthcare

Strategic Statement 

By 2028 we will be seamlessly connected to each other, our patients,  
our partners and to the wider healthcare system.  
Connection will enable us to understand, trust and collaborate with each other. This will lead to better  
and sustainable performance.

Our connection to our community and patients will enable us to better meet their needs through deeper  
and ongoing engagement and participation.

Our connection to partners will enable us to work together and share assets and resources for improved community 
outcomes, and to ensure patients can access care that is right for them. We are part of a system across both healthcare 
and emergency services. We will influence and advocate for broader system innovation and improvement.

Outcomes and Indicators

Outcome 4.1
Connected  
within Ambulance 
Victoria 

By 2028 …
We are unified by a common, transparent, 
and visible purpose. We collaborate and bring 
together all parts of our organisation. All team 
members have the information they need to 
make effective decisions. We create synergies 
through an operating system that drives 
efficiency and improved patient outcomes. 

Indicators
  High performing  

teams through  
improved communication,  
collaboration and  
connection to our  
purpose

Outcome 4.2
Partnerships are 
effective and  
efficient

By 2028 …
We form strategic partnerships to identify and 
respond to patient, community and system 
needs. We collaborate with all our partners 
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Strategic Enablers continued

Research
Research and evaluation are a critical strategic priority for us to improve patient care, inform 
evidence-based decision making, advance knowledge in healthcare, and develop new 
partnerships and services. Research plays an essential strategic role for us in several ways:

1. Improving patient care: We will identify and develop 
new and more effective ways to deliver patient care. 
Conducting research into best practices including 
advanced technologies, we can identify areas where 
improvements can be made to improve patient 
outcomes and the quality of care provided.

2. Evidence-based decision making: Research provides 
us with the data and evidence needed to make 
informed decisions about patient care, operational and 
corporate practices. Using research-based insights, we 
will ensure practices and policies are based on the best 
available evidence and are aligned with, if not leading, 
healthcare standards.

3. Advancing knowledge: Research advances our 
organisation’s overall knowledge and understanding of 
emergency medicine and healthcare. Conducting and 

contributing to research studies, we inform, influence 
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To ensure successful implementation 
of our Strategic Plan, we have 
developed an accompanying Outcomes 
Framework and Implementation 
Roadmap. These tools will help us 
measure progress, identify barriers 
to implementation, and adjust our 
approach as needed  
to achieve our goals.

The Outcomes Framework defines the key  
indicators and targets we will use to measure 
progress and success in achieving the target 
outcomes under each pillar of the Strategic Plan. 
We will use data and performance indicators to 
monitor our performance and progress, identify 
areas for improvement, and make data-driven 
decisions. By monitoring our progress, we can make 
necessary adjustments to ensure we are on track to 
achieving our desired outcomes. 

The Implementation Roadmap will outline the 
specific activities and timelines for executing the 
plan, including assigning responsibilities, securing 
resources, and mitigating risks. Delivery of the 
Implementation Roadmap will be undertaken 
alongside the requirements of the annual Minister’s 
Statement of Priorities to ensure we are delivering 
the best possible outcomes. 

We will regularly review and update our  
Outcomes Framework and Implementation 
Roadmap to ensure that we are responsive to 
changing circumstances and can deliver on  
our commitments.

Implementation and Monitoring
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