
Northern Queensland Primary Health Network 

After-hours Toolkit
Residential Aged Care Homes

An instructional after-hours guide to support residential 
aged care homes with action-planning, locating existing 
resources, and using and keeping resources and 
information current and relevant.

*The term After hours” refers to times outside of 
standard operating hours, including evenings,  
nighttime, and weekends.
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NQPHN acknowledges the Aboriginal and Torres Strait Islander peoples as Australia’s First 
Nation Peoples and the Traditional Custodians of this land. We respect their continued 
connection to land and sea, country, kin, and community. We also pay our respect to their 
Elders past, present, and emerging as the custodians of knowledge and lore.

Acknowledgement 
This toolkit has been developed by Northern Queensland Primary Health Network (NQPHN) from common content 
developed and shared between Primary Health Networks, as part of the Enhanced Out of Hours Support for Residential 
Aged Care program, funded by the Department of Health and Aged Care.
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Primary Health Networks have been commissioned to support the Australian Government’s response to the Royal 
Commission into Aged Care Quality and Safety. 

One of Primary Health Network’s key objectives is to increase the awareness of after-hours services provided by general 
practitioners and other health professionals within residential aged care homes (RACHs).

These after-hours services can reduce hospital presentations for RACH residents, by providing appropriate care  
in facilities.

Northern Queensland Primary Health Network (NQPHN) has developed this RACH After-hours Toolkit, to provide 
relevant resources and templates to support RACHs in the after-hours period. These resources are intended to prepare 
staff to improve their response to acute clinical scenarios after hours, and access clinical support pathways when regular 
care providers are unavailable.

Purpose of the Toolkit

» Provide guidance on creating and assessing after-hours plans for the facility and individual residents.

» Educate staff and family on after-hours healthcare options and processes.

» Encourage procedures to maintain relevant and current resident digital medical records, particularly following an 
episode where after-hours care was required.

» Support engagement between RACHs and their residents GPs’ and other relevant health professionals as part of 
after-hours action plans.

The resources and templates within this toolkit are designed to be dynamic documents, meaning plans should be 
revised and updated regularly to reflect changes in policies and procedures, available services, and care. These 
resources may complement your organisation’s tools, and can be either used individually, or as a comprehensive toolkit.

This guide explains how to implement, use, and update the toolkit components.

How to use the RACH After-hours Toolkit
NQPHN’s RACH After-hours Toolkit has been developed in close consultation with RACHs across northern Queensland 
providing relevant information and support with after-hours processes for your facilities to reduce emergency 
department presentations. The Toolkit is informed by evidence-based resources to support RACHs with enhancing their 
access and approach to after-hours services.

NQPHN’s RACH After-hours Toolkit and it’s resources can all be accessed online by scanning the below QR code or 
visiting https://nqphn.com.au/rach-after-hours-toolkit

Background

Disclaimer
The content and templates provided in this toolkit are for guidance purposes only. The intention of the 
resources is for facilities to use those that apply when introducing and commencing after-hours services.

Facilities are to consider, tailor, and develop their own unique range of materials based on their needs. The 
resources in the toolkit are not a substitute for professional care or legal advice.

https://nqphn.com.au/rach-after-hours-toolkit
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After-hours Action Planning Audit Tool

Tool purpose, how to use it, and keeping it up to date

The After-hours Action Planning Audit Tool enables RACHs to self-assess their current after-hours preparedness, 
identify gaps in after-hours capabilities, and discover which resources, processes, and procedures could be adopted  
to improve residents’ access to appropriate medical care.

Use this tool to assess the status of your RACH’s after-hours preparedness. It contains links to other helpful  
after-hours resources.

To download the resource, click here.

https://nqphn.com.au/sites/default/files/2025-05/CM-684%20OPHAPC%20After-hours%20Action%20Planning%20Audit%20Tool-digital.pdf
https://nqphn.com.au/sites/default/files/2025-05/CM-684%20OPHAPC%20After-hours%20Action%20Planning%20Audit%20Tool-digital.pdf
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Facility After-hours Action Plan 

Tool purpose, how to use it, and keeping it up to date

The Facility After-hours Action Plan is a fillable template developed to support RACHs in identifying, recording, and 
sharing contacts with staff who may need to access this information during an after-hours care scenario. 

The completed plan should be available as a printed copy in locations easily accessible to staff working after hours.

To download the resource, click here.

https://nqphn.com.au/sites/default/files/2025-05/CM-683%20OPHAPC%20Facility%20After-hours%20Plan%20Template-digital.pdf
https://nqphn.com.au/sites/default/files/2025-05/CM-683%20OPHAPC%20Facility%20After-hours%20Plan%20Template-digital.pdf
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 After-hours Service Directories                                                     |    2 

After-hours locum/deputising services 

Clinic/service name and type 
(i.e. doctor) 

GP’s name and hours of availability 

*Please note that resident GPs will be noted in 

resident plans Contact/referral process 

 

 

 

 

 

 

 

 

 

 

 

 

 

After-hours pharmacy 

Clinic/service name 
Purpose and open hours 

Phone number 

 

 

 

 

 

 

 

 

 

 

 

 

 

After-hours mental health care 

Clinic/service name and website 
Purpose and open hours 

Phone number 

 

 

 

 

 

 

 

 

 

 

 

 

 

Infrastructure 

Clinic/service name 

Purpose and open hours 

Phone number 

E.g.: Electricity provider 
To report faults and escalate remediation 

(hours open) 

 

IT, Telehealth or software provider  

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 

After-hours Service Directories 

Healthdirect (healthdirect.gov.au), Australia’s National Health Services Directory, is regularly 

maintained and lists health services, businesses, and resources available throughout Australia. The 

directories listed within this document can be used to formulate your residential aged care home’s 

(RACH) after-hours plans. The following provide a snapshot in time of what is available as drawn from 

the National Health Service Directory. Each facility is encouraged to prepare similar information that 

can be used in their facility’s plans. 

Using the After-hours action planning audit tool, collate your local services in line with your facility’s 

individual needs, identifying the contacts for your Facility After-hours Action Plan, and Individual 

Resident After-hours Action Plan. 

 
When gathering contacts undertaking your self-assessment, you can collate them here into one 

document as a complete reference for after-hours contacts.” 

The Pharmacy Guild of Australia’s Find a Pharmacy service (findapharmacy.com.au) enables you to 

search for pharmacies near you. 

To complete this Service Directory Template, you should consider collating a list of the following 

localised after-hours services: 

• medical care 

• locum/medical deputising services 

• mental health care 

• pharmacy 

• infrastructure. 

 After-hours medical care 

Clinic/service name 
Purpose and open hours 

Phone number 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

After-hours Service Directories

Tool purpose, how to use it, and keeping it up to date

NQPHN recommends that RACHs refer to Healthdirect’s National Health Services Directory to identify key providers 
before acute after-hours scenarios.

The After-hours Service Directories resource is a template that RACHs can use similarly or alternately to the Facility 
After-hours Action Plan, as a current contact list to reference in after-hours scenarios. 

The Word document format enables easy customisation should you work with multiple general practitioners with 
different after-hours response preferences for their patients’ care. 

It is essential to keep these contacts current and easily accessible to all staff at all times.

To download the resource, click here.

https://nqphn.com.au/sites/default/files/2025-05/CM-946%20OPHAPC%20RACH%20After-hours%20Service%20Directories%20template.docx
https://about.healthdirect.gov.au/nhsd
https://nqphn.com.au/sites/default/files/2025-05/CM-946%20OPHAPC%20RACH%20After-hours%20Service%20Directories%20template.docx
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Facility After-hours Action Plan

Tool purpose, how to use it, and keeping it up to date

The After-hours Response Flow Chart is a helpful and easy-to-follow flow chart that guides staff in making decisions 
regarding clinical situations that occur outside of business hours. 

It can assist clinical and non-clinical staff in escalating a situation, and follows the ISBAR (Identify, Situation, 
Background, Assessment, and Recommendation) Communication Tool for handover of care.

To download the A3 resource, click here.

After-hours Response Flow Chart

https://nqphn.com.au/sites/default/files/2025-05/CM-945%20OPHAPC%20After-hours%20Flow%20chart%20A3.pdf
https://nqphn.com.au/sites/default/files/2025-05/CM-945%20OPHAPC%20After-hours%20Flow%20chart%20A3.pdf
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Individual Resident After-hours Action Plan

Tool purpose, how to use it, and keeping it up to date

The Individual Resident After-hours Action Plan provides a detailed summary of a resident’s after-hours care plans, 
enabling staff to quickly access current and key information during an emergency.

Keep the plan secure and easily accessible so staff can always use it, ensuring the privacy of residents’ records and 
information. Regularly review and update each plan to reflect the changing needs of your residents.

To download the resource, click here.

https://nqphn.com.au/sites/default/files/2025-05/CM-530%20OPHAPC%20Individual%20RACH%20Resident%20After-hours%20Action%20Plan%20Form-digital_0.pdf
https://nqphn.com.au/sites/default/files/2025-05/CM-530%20OPHAPC%20Individual%20RACH%20Resident%20After-hours%20Action%20Plan%20Form-digital_0.pdf
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After-hours Service DirectoryAfter-hours Family fact sheet

Tool purpose, how to use it, and keeping it up to date

The After-hours Family fact sheet is an informative flyer for the family members and carers of RACH residents to help 
them understand:

» what happens if someone is unwell after-hours (at night or on the weekend)

» how families can help.

The After-hours Family fact sheet has been developed by PHNs in a range of languages other than English, including 
Arabic, Chinese, Greek, Hindi, Italian, Maltese, Punjabi, Turkish, Vietnamese, Croatian, Dutch, German, Macedonian, 
Sinhalese, Spanish and Tamil. Translated versions can be found here.

To download the resource, click here.

https://emphn.org.au/our-work/aged-care/after-hours-planning-for-residential-aged-care-homes/#about-the-aged-care-after-hours-toolkit"
https://nqphn.com.au/sites/default/files/2025-05/CM-682%20OPHAPC%20After-hours%20Family%20fact%20sheet_0.pdf
https://nqphn.com.au/sites/default/files/2025-05/CM-682%20OPHAPC%20After-hours%20Family%20fact%20sheet_0.pdf
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Medical Support Checklist

Tool purpose, how to use it, and keeping it up to date

Based on the ISBAR (Identify, Situation, Background, Assessment, and Recommendation) Communication Tool,  
the Medical Support Checklist tool is designed to aid staff in responding to residents who are unwell and require 
medical support.

It is best utilised by completing the form and contacting services to provide information on a resident’s condition, such 
as their general practitioner, locum service, or Virtual Emergency Care Service (VECS) - Queensland Virtual Hospital. To 
assess which service may be most appropriate to your needs, and whether the Virtual Emergency Care Service is right 
for you, use the Healthdirect Symptom Checker at www.healthdirect.gov.au/symptom-checker

The checklist can be printed and bound as an A4 notepad or saved as a digital copy distributed to all nursing stations 
for use on electronic devices.

To download the resource, click here.

https://www.healthdirect.gov.au/symptom-checker
https://nqphn.com.au/sites/default/files/2025-05/CM-679%20OPHAPC%20Medical%20Support%20Checklist-digital.pdf
https://nqphn.com.au/sites/default/files/2025-05/CM-679%20OPHAPC%20Medical%20Support%20Checklist-digital.pdf
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After-hours Response Flow ChartClinical Pathways QR Code Resources

Tool purpose, how to use it, and keeping it up to date

The Clinical Pathways QR Code Resources conveniently provide information that directs to Queensland Health’s 
Residential Aged Care Facility Support Service (RaSS) Clinical Guidelines for 31 different conditions. Clinical staff can 
use it to assist with managing acute care on-site, where appropriate, and as a guide for the escalation of care and 
handovers, as necessary.

HealthPathways QR resources are available for each northern Queensland region, providing localised and relevant 
information and resources to guide management on a broad range of conditions and situations. Your nursing team can 
use the resource to access team-based perspectives and support, as well as locum or telehealth general practice service 
referral information within local HealthPathways platforms. 

 

The resource is available in several formats, including a print-ready A4 handbook, A3 poster, or  A5 document.

To download the A3 poster, click here.

RaSS Pathways for RACHs quick resource guide

RaSS pathways webpage

Tracheostomy and laryngectomy emergencies

Urinary tract infection  
(UTI)

Pneumonia

Urinary catheter insertion or change

Shortness of breath  
(SOB)

Urinary catheter (IDC or SPC): trouble-shooting a blocked catheter

RaSS regional details 
Cairns

Cairns Hospital Older Persons Integrated Health Service
Phone:   07 4226 9075Hours of operation:  Mon to Sun 8.00am - 4.00 pmTownsville

Townsville Hospital Frailty Intervention (FIT) Team 
Phone:   (07) 4433 7533Hours of operation:  Mon to Sun 8.00am -4.00 pmMackay

Geriatric Emergency Department Intervention (GEDI) 
Phone:   07 4885 5111Hours of operation:  Mon to Sun 7.00am - 10.00pm

To view the full list of clinical pathways visit the webpage or 
scan the QR Code

Percutaneous Gastrostomy tubes: Trouble-shooting a blocked Percutaneous Endoscopic Gastrostomy (PEG) / Radiologically Inserted Gastrostomy (RIG)

Constipation

End of life  

management

Gastroenteritis

Hypoglycaemia

Falls

High blood  

pressure (BP)

New or worsened  

confusion

Dehydration and 

subcutaneous fluids

Deep venous thrombosis 

(DVT)

Fever or suspected 

 infection

Hyperglycaemia

Pain

Use your digital device to scan the QR code to link you 
to the RASS Clinical pathways online

RaSS Pathways for RACHs quick resource guide
Recognition of the deteriorating resident  

Anaemia

Behaviours of concern

Chronic obstruction pulmonary disease (COPD)

Management of residents with unstable vital signs

Acute respiratory 
infection

Cellulitis

Chronic wound assessment and management

Checklist for contacting a GP or RaSS

Management of COVID-19 exposure or outbreak in 
RACHs

Chest pain

Congestive cardiac  failure (CCF)

Disclaimer:

The Queensland Health suite of clinical pathways were developed to support Registered 

Nurses and General Practitioners (GPs) in evidence-based care of acute needs of aged 

care facility residents and to guide referral to Queensland Health Residential Aged Care 

Homes (RACH) acute care Support Service (RaSS) teams. 

Please read the ‘How to use the pathways’ guide prior to using any 

of the clinical pathways linked in this booklet.

It is vital to note that these pathways should never replace clinical 

judgement and that clinicians should always remain within their 

scope of practice.

RaSS Pathways for RACHs 

quick resource guide

Read the ‘How to 

use the pathways’

Any rapid deterioration in condition should be treated with suspicion: the parameters below should 

not replace clinical judgement and resident’s baseline vital signs must be considered when assessing 

a resident’s condition and determining actions to take. Change in residents’ behaviours may also be 

an indication of deterioration and should prompt review of vital signs as below; successive vital sign 

measurements are more sensitive to change.

If you are concerned about a resident call the GP and discuss

To download the A5 document, click here.

To download the A4 handbook, click here.

https://nqphn.com.au/sites/default/files/2025-05/01550%20RaSS%20Pathways%20for%20RACHs%20quick%20resource%20guide%20A3.pdf
https://nqphn.com.au/sites/default/files/2025-05/01550%20RaSS%20Pathways%20for%20RACHs%20quick%20resource%20guide%20A3.pdf
https://nqphn.com.au/sites/default/files/2025-05/01550%20RaSS%20Pathways%20for%20RACHs%20quick%20resource%20guide%20A5_v3.pdf
https://nqphn.com.au/sites/default/files/2025-05/01550%20RaSS%20Pathways%20for%20RACHs%20quick%20resource%20guide%20A5_v3.pdf
https://nqphn.com.au/sites/default/files/2025-05/01550%20RaSS%20Pathways%20for%20RACHs%20quick%20resource%20guide%20A5_Print.pdf
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