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Communication Policy

1. Our approach to communication

Your Health Clinics (YHC) aims to provide patients with accessible, timely, respectful and
appropriate ways to communicate with our clinics and access healthcare services.
Communication methods may include face-to-face contact, telephone, telehealth, online
booking, SMS, email, secure electronic communications, letters, fax and other approved
healthcare communication systems.

The communication method used will depend on the nature and urgency of the matter, patient
preferences, privacy and confidentiality requirements, clinical appropriateness and the
systems available at the relevant clinic.

2. Contacting the clinic and accessing appointments

Appointments may be booked through our administration team or through our approved online
booking system, including HotDoc where available.

YHC offers face-to-face consultations and, where clinically appropriate and available,
telehealth consultations through Healthdirect or by telephone.

Our administration staff are generally the first point of contact. They may ask questions to
understand the nature and urgency of your request so that it can be directed or escalated
appropriately.

Administration staff do not provide medical advice. Clinical questions, urgent symptoms,
medication concerns and other matters requiring clinical assessment will be referred to an
appropriate clinician or clinical pathway.

Some appointment types, procedures or health concerns may require a face-to-face
consultation or direct discussion with the clinic.

3. Urgent and emergency matters

Electronic communication, email, SMS, website enquiries and online booking systems should
not be used for emergencies or urgent medical concerns.

In a medical emergency, call 000 or attend an appropriate emergency service.

If you have an urgent but non-emergency medical concern, contact the clinic by telephone so
that your request can be assessed and directed appropriately.

4. Telephone communication

Patients may contact YHC by telephone during clinic opening hours.

Where a clinician is unavailable to take a call immediately, administration staff may take an
appropriate message or arrange another suitable form of follow-up.

To protect patient privacy, staff may ask questions to confirm a patient’s identity before
discussing or releasing personal or health information.
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Clinical advice or interpretation of health information will only be provided by an appropriately
authorised healthcare professional.

5. Telehealth

Telehealth consultations may be available through Healthdirect or telephone, depending on
the clinician, consultation type and clinical circumstances.

Telehealth is subject to the same privacy, confidentiality, documentation and professional
standards as face-to-face care.

A clinician may recommend a face-to-face consultation where this is considered more
clinically appropriate or necessary for safe care.

6. Al-assisted clinical documentation

Some clinicians may use YHC-approved Al-enabled clinical documentation tools to assist
with preparing consultation notes. Where such a tool is used, the patient will be informed and
consent will be obtained before the tool is activated.

These tools are used to support documentation and do not replace the clinician’s
professional judgement. The treating clinician remains responsible for reviewing and finalising
the clinical record.

Patients may decline the use of an Al documentation tool without affecting their access to
care. Further information about how personal and health information may be handled by
approved technology providers is set out in the YHC Privacy Policy.

7. Email communication
Email may not always be a secure or confidential method of communication.
YHC does not routinely send private or clinicalinformation to patients by ordinary email without
the patient’s informed agreement.
Where a patient requests that private or clinical information be sent by email:

e staff will advise the patient that ordinary email may not be secure;

¢ the patient must confirm that they understand the risk and wish to proceed; and

¢ the patient’s request and consent will be documented in the clinical record.
Before sensitive information is sent by email, staff will take reasonable steps to verify the
recipient and email address and will use an approved secure method where appropriate and
available.
YHC may decide that a more secure communication method is appropriate because of the
sensitivity or nature of the information.
Patients should not use email for urgent clinical concerns or emergencies.
Receiving an email from a patient does not automatically mean that YHC will send sensitive
health information by ordinary email without first considering privacy, consent and clinical
appropriateness.

8. SMS, appointment reminders and recalls

YHC uses approved systems, including HotDoc and Best Practice-supported workflows, for
appointment reminders, confirmations, recalls and other appropriate patient
communications.

Routine SMS messages are kept brief and should not contain unnecessary personal or sensitive
health information.
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Where a recall or health-related communication requires more detail, the SMS may direct the
patient to a secure service or link where identity verification, such as confirmation of date of
birth, is required before further information can be accessed.

YHC may also use SMS for appropriate preventive-health and healthcare-related
communications. Any direct marketing communications will only be sent where permitted by
law and subject to applicable consent and opt-out requirements.

Patients who do not wish to receive routine SMS communications should contact the clinic
administration team. Opting out of SMS may mean that another appropriate communication
method is used for clinically necessary recalls or follow-up.

9. Results and clinical follow-up

Test results and other clinical information are communicated in accordance with the treating
clinician’s instructions and YHC’s results-management and follow-up processes.

Clinical interpretation of results must be provided by an appropriately authorised healthcare
professional.

Patients may be asked to make a face-to-face or telehealth appointment to discuss results,
particularly where the result requires explanation, treatment, further investigation or clinical
follow-up.

YHC maintains processes for recalls and follow-up of clinically significant results and other
matters requiring patient contact.

Where appropriate, attempts to contact a patient about clinically significant results or recalls
are documented in the patient’s medical record.

Patients should not assume that no contact from the clinic means that a result is normal.
Patients are encouraged to follow the instructions given by their clinician regarding results and
follow-up.

10. Letters and postal communication

YHC may send letters to a patient’s last recorded postal address where appropriate.

Letters may be used for healthcare reminders, recalls, practice information or where other
attempts to contact the patient have not been successful.

Patients should ensure that YHC has their current postal address and contact details.

11. Communication with other healthcare providers

YHC communicates with hospitals, specialists, allied health professionals, pharmacies,
pathology and diagnostic providers and other authorised healthcare services as required for
patient care.

Where available and appropriate, YHC prefers approved secure electronic communication
methods for transferring sensitive health information.

Fax, mail or other approved communication methods may also be used where required. Staff
must take reasonable steps to ensure information is sent to the correct recipient and that only
necessary information is disclosed.

12. Website and online services

The YHC website provides general information about our clinic locations, opening hours,
practitioners, services, fees, policies and appointment options.

The website also provides links to approved third-party services such as HotDoc.

If you believe information on the website is incorrect or out of date, please contact YHC.
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13. Privacy and confidentiality

YHC takes reasonable steps to protect patient privacy and confidentiality when
communicating by telephone, email, SMS, electronic systems, mail and other communication
methods.

Patients should be aware that confidentiality can also be affected by access to their own
devices, email accounts, mobile phones or mail by other people.

YHC may verify identity before releasing information and may decline to communicate
sensitive information through a particular method where the practice considers that method
inappropriate or insufficiently secure.

For more information about how YHC handles personal and health information, please refer to
the YHC Privacy Policy.

14. Keeping your contact details current
Accurate contact information is important for safe and effective healthcare communication.
Patients are asked to advise YHC if their:

e mobile or telephone number changes;

e email address changes;

e postal orresidential address changes; or

e preferred communication method changes.
Patients are encouraged to keep their contact details current, as outdated contact information
may delay communication or result in correspondence being sent to an old address or contact
number.

15. Communication preferences and accessibility

YHC will take reasonable steps to accommodate individual communication needs where
practicable.

Patients should tell our administration team if they require assistance with communication,
have accessibility needs, require an interpreter or have another preferred method of
communication.

16. Contact
Patients with questions about YHC communication processes or preferences can contact the
relevant clinic or:

Office Manager

Your Health Clinics

Email: officemanager@adelaidemedsolutions.com.au
Phone: (08) 8440 5200

YHC may update this Communication Policy when healthcare services, technology, privacy
requirements, professional guidance or practice communication processes change.
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