[bookmark: _Toc516605466]Core Standard 1 
Communication and patient participation - Our practice provides timely and accurate communications that are patient-centred. 

[bookmark: _Toc516605467]Information about your practice 
C1.1- Our patients can access up-to-date information about the practice.

Policy 
Our practice aims to ensure our patients have access to relevant and accurate information about our practice, important policies and the range and cost of services via our practice information sheet <<and website www.yourclinicaddress (if applicable)>>.

The details provided in the information sheet <<and on our website (if applicable>> include:
· Our practice’s address and telephone numbers
· Our consulting hours and details of arrangements for care outside normal opening hours
· Our practice’s billing policy
· A list of our practitioners
· Our practice’s communication policy, including when and how we receive and return telephone calls and electronic communications
· The principles of our practice’s policy for managing patient health information and how the full details can be obtained <<or provide full policy>>
· How to provide feedback or make a complaint to the practice
· Details on the range of services we provide

We endeavour to ensure all patients, new and existing, have the most up to date version of the information sheet <<and that our website is accurate and updated regularly (if applicable)>>.

Procedure
The practice information sheet is kept at reception; it is available to all patients and handed to each new patient on their first visit. Where patients are unable to read or understand our written sheet we use other means to communicate the essential information. 

To maintain the accuracy of our information sheet, it is reviewed regularly and updated as required. When this sheet is updated the date is inserted in the footer to denote the latest version. Reception staff are advised there has been a change and are encouraged to bring this new version to the attention of our patients. 

It is the responsibility of <<insert person responsible>> to review and update the practice information sheet and ensure the latest version is always made available.

<<Notes/suggestions: Include any additional means of providing this information for example, through phone message or waiting room signage. Also include additional information you may provide, such as qualifications or special interests of doctors, other languages spoken by the practice. If your practice provides alternative ways to access this written information, for example the information sheet has been translated in languages other than English include this in your procedure>>

Associated documents
Patient information brochure/sheet



[bookmark: _Toc516605468]Telephone and electronic communications 
C.2 Our practice manages telephone calls, telephone messages <<and/or electronic messages (if applicable)>> from patients 

Policy 
Our practice endeavours to provide patients with access to timely advice or information about their clinical care via the telephone. The urgency of a patients needs are determined promptly. We aim to communicate effectively over the telephone and use simple, straight forward language and check that patients have understood what has been said.

Electronic communication provides a useful and alternative point of access for our patients. Our patients have the option to contact, or be contacted by our practice through electronic means via <<email and/or SMS>>. Our patients are informed of the risks associated with some methods of electronic communications and that their privacy and confidentiality may be compromised.  Our practice adheres to the Australian Privacy Principles (APPs), the Privacy Act 1988, Privacy and Data Protection Act 2014 (Vic) Health Records Act 2001 (Vic). The practice may become liable for the contents of any email message under certain circumstances and therefore an email disclaimer is inserted into the signature of all practice emails. Email and SMS between the practice and the patient, including any action taken in response to the message/s are included in the patient’s medical record. 

Our practice aims to ensure all patient messages or other communications including emails that require subsequent follow-up by a doctor or other staff member are responded to in a timely manner. All messages from patients, to patients, or about patients become part of the patient’s health record, in addition to any actions taken in response to the message.

Our aim is to facilitate optimal communication opportunities with our patients. Patients who do not speak or read English or who are more proficient in another language, or who have special communication needs are offered the choice of using the assistance of a language service to communicate with the GPs or clinical team members.

Our practice encourages and supports the use of digital technology to enable our patient with 24-hour access to our appointment system <<test results/repeat scripts>>. Our practice allows patients to book their healthcare appointment with their preferred healthcare provider online via the booking page on our website <<or insert where they can be made>>. 

Procedure 
Communicating by telephone
All telephone calls are answered by a member of the practice who must adhere to the following guidelines: 
· Staff follow the practice booking system for all patient appointments
· Before any calls are placed on hold staff must first ask if the matter is an emergency
· Staff follow the practice triage system for patients requesting urgent appointments 
· Staff make sure that the patient is correctly identified by using three of the approved patient identifiers
· Family name and given names
· Date of birth
· Gender (as identified by the patient)	
· Address
· Patient health record number, where it exists
· Individual Healthcare Identifier
*A Medicare number is not an approved identifier.
· Staff are mindful of confidentiality and patient’s right to privacy. No names are openly stated over the telephone within earshot of other patients and/or visitors
· Staff members are aware of each doctor’s policy on accepting or returning calls. In non-urgent situations, patient calls need not interrupt consultations with other patients, but a message containing the information is given to the person in a timely manner
Communicating by electronic means
Our practice email account for patients and stakeholders for communication with our practice is <<insert email address>>. Only appropriate non-clinical matters are dealt with via email exchanges. No consulting or advice services are conducted by email. This must be communicated face to face by a medical practitioner or other appropriate health professional, unless there are exceptional circumstances. 

This email account will be routinely checked throughout the business day by the <<insert person responsible>>.  Email messages are forwarded to the appropriate team member’s work email account for response within 24 hours. 

Our practice uses SMS messaging to <<remind patients of their upcoming appointments and/or to contact the practice for results and recalls>>. There is no medical or identifying information used in these messages. It is the patient’s responsibility to contact the practice and follow up on the message. 

Communication conducted with a patient via electronic means will be added to the patient’s medical record by the team member resolving the enquiry. 

Informing the clinical team of communications
All communications documented for a staff members attention and action, or in their absence to the designated person who is responsible for that team member’s workload is contained in our <<log book and/or computer entry>>.

A <<log book and/or computer entry>> is used to document all significant and important telephone conversations or electronic communications including afterhours contacts and medical emergencies and urgent queries. 
The log records:
· The name and contact phone number of the patient/caller
· The date and time of the call
· The urgent or non-urgent nature of the call
· Important facts concerning the patient’s condition
· The advice or information received from the doctor
· Details of any follow up appointments

All documented communications are provided to the staff member on the day of receipt and must be responded to within a timely manner or within 24 hours.

Communicating with patients with special needs
A contact list of translator and interpreter services and services for patients with a disability is maintained, updated regularly and readily available to all staff at reception. These include:
· National Relay Service (NRS) found here
· Auslan services 1300 AUSLAN
· Translation and Interpreter Service (TIS) Doctors Priority Line 1300 131 450 

Online appointments
<<Insert name of person responsible>> is in charge on monitoring the online booking system and ensuring the website patients seeking to make an appointment online have the ability to make a standard consultation or longer consultation. 

Our website lists under what circumstances a longer appointment would be required. These include:
· New patients
· Two or more problems, or a complex problem
· Pap Smears
· Travel advice and vaccination
· Family and emotional issues
· Mental Health care plans
· Medical and Insurance forms
· Minor surgical procedures
· Annual health checks

[bookmark: _GoBack]<<Notes/suggestions: Include any additional means of providing this information for example, through phone message or waiting room signage.>>

Gommicaton ndpdon pariclsion Ou i provies ity -
e st B et o

11 Ouptenscnsces ot i st he i,

e

o et i bt et < i
- s s sl s
[ B e ———
i —

e

+ Moot st ey o sttt
et ———
[ e ——

ol o 31 e 0 0
ey S,




