DOCTOR ]
Bulk billed, after hours, doctor home visits
100% bulk billed, after-hours, doctor visits
in the comfort of your own home
Doctor provides 100% bulk billed, after hours, doctor visits to homes, in

residential aged care facilities, in nursing homes, in hostels and in hotels across many
Australia cities and regional areas. Patient care is available throughout the Medicare
Australia defined after-hours period:

MONDAY TO FRIDAY
SATURDAY

SUNDAYS & PUBLIC HOLIDAYS

Patients are able to phone our Control Centre two hours prior to the defined after hour
period make a booking for a doctor home visit.

Doctor is a Medical Deputising Service provided by Home Doctor To You Pty Ltd

Clinic Closed? Need urgent treatment? Don’t worry, don’t wait!

Let us get a DOCTOR TO YOU

Phone 1300 30 38 34


http://www.doctortoyou.com.au/

Fee Information

Doctor To You services will be 100% bulk billed for patients who hold
a current Medicare Card or DVA (Department of Veterans Affairs) gold
card. Our Call Centre Operator will advise you of the billing
arrangements at the time of placing the call.

We're just like your regular GP. We help adults
and children with a wide range of presenting
medical problems;

e Severe sore throat o Medical certificates

¢ Persistent coughing ¢ Hospital admission coordination
o Persistent fever o Palliative care

« Vomiting ¢ Assisting in medication
e Diarrhoea e Breaks and sprains

e Acute rash e Laceration sutures

e Dehydration risk ¢ Mental health issues

¢ Bleeding e Preghancy tests

e Post Op problems ¢ Respiratory problems
e Eye or ear infections e Untreated infection

e Prescription Repeats o Accidents.

Patients who do not have a Medicare Card will be billed privately and will
be informed of the fees and billing arrangements for our services when
they call. Patients are also advised of the potential out-of-pocket costs
involved for procedures, investigations and treatments prior to them
being carried out e.g. if referred to medical diagnostic services or
specialists.

To Book A Doctor Call 1300 30 38 34




RO

When to call our Contact Centre

If you call outside of hominated hours you will be advised of when our
service commences. Our staff members always ask callers if they have
an urgent problem and follow our Triage Protocol when answering calls
to determine whether the caller should:

. hang up and call 000; or
. go straight to an emergency department; or
. arrange for the after-hours doctor to make a home visit

We do not see patients on a regular scheduled basis to promote and
plan preventive care - rather they are referred back to their usual
general practitioner for preventive care and chronic disease
management.

Informed patient decisions

We believe that patients need to receive sufficient information to
allow them to make informed decisions about their care. Information
is clear and given in a form that is easy to understand, whether it be
verbal, in a diagram with an explanation or in a handout.

Our doctors have access to a range of resources, journals and materials
to assist in the diagnosis and management of our patients. These
references contain information that is consistent with current practice
guidelines or based on best available evidence.
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Personal Health Information

As we only provide care outside normal opening hours, we do not
hold active patient health records as defined in the Standards. We
will retain for each patient that Doctor sees outside normal
opening hours some basic health records. Our patient health records
include patient identification; contact and demographic information
including:

. the patient’s full name

. date of birth

. gender (as stated by the patient)

. phone number(s)

. address

. medical history (where known)

. consultation notes (for care outside normal opening

hours and home visits)
. letters received from hospitals or consultants

. other clinical correspondence, investigations or
referrals, and results

This information is still considered health information and as such it
must be protected under the Privacy Act (1988) - viewable at
www.oaic.gov.au/privacy/privacy-act/the-privacy-act. All patient
information must be considered private and confidential and we do
not disclose individual patient’s records either verbally, in writing, in
electronic form unless directed by the patient, their regular General
Practitioner or regulatory body. Doctors, allied health practitioners
and all other staff and contractors associated with Doctor

have a responsibility to maintain the privacy of personal health
information and related financial information.

To Book A Doctor Call 1300 30 38 34



Results
All pathology results, imaging reports, investigation reports and
clinical correspondence received by Doctor are:

. reviewed; and

. acted on in a timely manner;

For urgent recalls the doctor who ordered the tests will ask the
staff member on-duty at the Control Centre to contact the
patient's usual general practice/general practitioner as soon as
possible to inform them that the patient requires an urgent recall.

Reporting to your General Practitioner

The therapeutic relationship needs to be preserved between a
patient and doctor who wusually provides their continuing
comprehensive healthcare. Where a patient nominates a regular
general practitioner or medical practice, our MDS provides timely
reporting of the care provided to them out of normal opening
hours, back to the their nominated general practitioner.

Our phones are attended by trained staff on a 24 hours basis so
that general practitioners can access the service to communicate
any special patient information or needs and facilitate continuity
of care for their patients who require it at any time. In these
situations Doctor has the contact details of the general
practitioner (including an after-hours contact) so they can access
patient health information if required in exceptional
circumstances. We do not schedule appointments beyond the
after-hours period in which the patient request was received.
Please note that Doctor responds to patient or general
practitioner-initiated calls only and does not provide planned or
routine patient services, unless agreed with the patient’s usual
general practitioner.
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Doctors’ Training and Qualifications

Our doctors are appropriately trained and qualified to meet the needs
of the patients. All our treating doctors have been assessed and
registered with the AHPRA (Australian Health Practitioners Regulation
Agency) and AMC (Australian Medical Council), and are supervised,
mentored and supported in their education to the national standards
of the RACGP. If one of our doctors attends your home and believes
your condition is more urgent, the doctor will call an ambulance to
take the patient to an emergency department, the handover to the
ambulance service is done face-to-face where practical or if not
practical by telephone. If an ambulance service is not involved, the
doctor ensures that sufficient information is provided to the
emergency department about the clinical condition of the inbound
patient to facilitate prompt and appropriate care.

Translation Services

Patients who do not speak English or who are more proficient in
another language, have the choice of utilizing the Translating and
Interpreter Service (TIS) or a translator who may be a family member
or a friend. Wherever possible TIS is used as a more appropriate
interpreter.

Compliments or Complaints

We seek feedback about the quality and responsiveness of our service
from the practices whose patients we see by contacting practices on
a regular basis. All feedback and/or suggestions from this contact is
used to evaluate our service, implement quality improvements and
forms part of our customer focused approach to patient care. Patient
satisfaction affects health outcomes and Doctor
acknowledges that patient complaints are an important source of
customer feedback. Staff members at our Control Centre are trained
to make sure patients feel confident that any feedback or complaints
made will be handled appropriately.

To Book A Doctor Call 1300 30 38 34



Queensland

Office of the Health Ombudsman

PO Box 13281 George Street Brisbane QLD 4003
Telephone: 133 646

Email: info@oho.qgld.gov.au

Victoria

Health Services Commissioner, Complaints &
Information

30th Floor 570 Bourke Street Melbourne VIC 3000
Telephone: 1300 582 113

Email: hsc@health.vic.gov.au

New South Wales

Health Care Complaints Commission
Locked Mail Bag 18 Strawberry Hills NSW 2012
Telephone: 1800 043 159

Email: hccc@hccec.nsw.gov.au

South Australia

Health and Community Services Complaints
South Australia

PO Box 199 Rundle Mall SA 5000

Telephone: 1800 232 007

Email: info@hcss.sa.gov.au

Tasmania

The Office of the Ombudsman and Health
Complaints Commissioner

GPO Box 960 Hobart 7001

Telephone: 1800 001 170

Email: health.complaints@ombudsman.tas.gov.au
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Western Australia

The Health and Disability Services
Complaints Office

GPO Box B61 Perth WA 6838
Telephone: 1800 813 583

Email: mail@hadsco.wa.gov.au

Northern Territory

Health and Community Services
Complaints Commission

5th Floor, NT House

22 Mitchell Street Darwin NT 0800
Telephone: 1800 004 474

Email: hcscc@nt.gov.au

DOCTORTOYOU

Bulk billed, after hours, doctor home visits

Contact Details

Control Centre and Head Office
1/21 Wellington Road
East Brisbane QLD 4169

PO Box 1185 Coorparoo DC Q 4151

Patient Bookings: 1300 30 38 34
Office Enquiries:  (07) 3088 2490
Fax: 07 3054 7239

Enquires, questions, requests can also
be emailed to info@doctortoyou.com.au.
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