


Welcome to Pivotal Health 
WeÊareÊaÊfullyÊcomputerisedÊcomprehensiveÊgeneralÊprac ce,ÊofferingÊaÊwideÊrangeÊofÊservicesÊ
toÊallÊageÊgroups. 

 WeÊprideÊourselvesÊonÊprovidingÊpersonalisedÊandÊprofessionalÊpa entÊcentredÊcareÊthatÊen-
suresÊyourÊfamilyÊareÊcaredÊforÊinÊtheÊbestÊpossibleÊway. 

 OurÊprac ceÊwasÊestablishedÊinÊJuneÊ2007;ÊourÊdoctorsÊtakeÊtheÊqualityÊofÊcareÊweÊofferÊourÊ
pa entsÊveryÊseriouslyÊsoÊallÊourÊsystemsÊandÊprocessesÊareÊdesignedÊtoÊensureÊyouÊreceiveÊtheÊ
bestÊqualityÊcareÊavailable. 
  
AllÊofÊourÊdoctorsÊpar cipateÊinÊregularÊcon nuingÊeduca onÊtoÊkeepÊupÊtoÊdateÊwithÊtheÊÊÊlatestÊ
medicalÊinforma onÊandÊtreatments.ÊTheÊlatestÊinÊmedicalÊequipmentÊandÊhighlyÊtrainedÊnursingÊ
staffÊareÊavailableÊtoÊassistÊinÊyourÊcare. 
 
WeÊareÊproudÊtoÊbeÊaÊGPÊTrainingÊprac ceÊcommi edÊtoÊtrainingÊtheÊnextÊgenera onÊofÊGPs.ÊÊ
RegistrarsÊareÊfullyÊqualifiedÊdoctorsÊwhoÊhaveÊworkedÊinÊhospitalsÊandÊhaveÊbeenÊacceptedÊontoÊ
theÊGPÊtrainingÊprogram.ÊÊTheÊtrainingÊourÊprac ceÊprovidesÊensuresÊthatÊnewÊGPsÊinÊtheÊwork-
forceÊareÊasÊexperiencedÊandÊwellÊskilledÊasÊourÊlongÊtermÊdoctors. 
  
Our Mission 
OurÊmissionÊisÊtoÊprovideÊtheÊhighestÊstandardÊofÊpa entÊcareÊwhilstÊincorpora ngÊaÊholis cÊap-
proachÊtowardÊdiagnosisÊandÊmanagementÊofÊillness.ÊWeÊareÊcommi edÊtoÊÊÊÊpromo ngÊhealth,Ê
wellbeingÊandÊdiseaseÊpreven onÊtoÊallÊpa ents.ÊWeÊdoÊnotÊdiscriminateÊinÊtheÊprovisionÊofÊex-
cellentÊcareÊandÊaimÊtoÊtreatÊallÊpa entsÊwithÊdignityÊandÊrespect. 

Meet our Clinical Team 
 
 Dr Russell Hunter  
RussellÊisÊoneÊofÊtheÊdirectorsÊatÊPivotalÊHealth,ÊheÊgraduatedÊfromÊtheÊUni-
versityÊofÊQueenslandÊinÊ1983.ÊHeÊheldÊregistrarÊposi onsÊinÊpaediatricsÊandÊ
geriatricsÊwhileÊatÊtheÊPAÊHospital.ÊHeÊhasÊaÊFellowshipÊofÊtheÊRoyalÊAustrali-
anÊCollegeÊofÊGeneralÊPrac oners,ÊandÊaÊcer ficateÊinÊFamilyÊPlanning. 
 
HeÊenjoysÊkeepingÊupÊtoÊdateÊwithÊtheÊlatestÊtechniquesÊinÊskinÊsurgery.ÊHeÊisÊ
interestedÊinÊallÊaspectsÊofÊGeneralÊPrac ce,Êpar cularlyÊskinÊcancerÊdetec-
onÊandÊskinÊcancerÊtreatment.ÊDrÊHunterÊhasÊcompletedÊextraÊtrainingÊandÊ

isÊaÊmemberÊofÊtheÊSkinÊCancerÊCollegeÊAustralasia. 

 Dr Meg Marsden 
MegÊisÊalsoÊoneÊofÊtheÊdirectorsÊatÊPivotalÊHealth,ÊsheÊhasÊworkedÊinÊtheÊCleve-
landÊareaÊsinceÊ1986.ÊÊSheÊgraduatedÊfromÊtheÊUniversityÊofÊQueenslandÊinÊ
1983.ÊSheÊresidesÊinÊtheÊareaÊandÊhasÊthreeÊadultÊchildren.ÊGeneralÊPrac ceÊ
appealsÊtoÊMegÊasÊitÊallowsÊherÊtheÊopportunityÊtoÊcareÊholis callyÊforÊherÊpa-
ent’sÊphysicalÊhealth;ÊsheÊisÊinterestedÊinÊhelpingÊherÊpa entsÊachieveÊhappi-

nessÊandÊcontentmentÊwithÊlife.Ê 

10Ê psÊforÊSaferÊHealthÊCare 
ThisÊsummaryÊhasÊbeenÊproducedÊbyÊtheÊAustralianÊCouncilÊforÊSafetyÊandÊQualityÊinÊ
HealthÊCare,ÊwhichÊhasÊbeenÊsetÊupÊbyÊtheÊCommonwealth,ÊStateÊandÊTerritoryÊ
governmentsÊtoÊimproveÊtheÊsafetyÊinÊhealthÊcareÊinÊAustralia.ÊÊTheseÊ10Ê psÊcanÊhelpÊÊ
youÊbecomeÊmoreÊac veÊinÊyourÊhealthÊcare.ÊÊMoreÊques onsÊyouÊmightÊwantÊtoÊaskÊ
yourÊhealthÊcareÊprofessionalÊareÊcontainedÊinÊtheÊ10 ps for Safer Health CareÊBookletÊ
(locatedÊinÊtheÊwai ngÊroom) 

 
1. Be ac vely involved in your own health 
care 
ÊTake part in every decision to prevent things 
from going wrong and get the best possible 
care for your needs. 

  
2. Speak up if you have any ques ons or 
concerns  
ÊAsk Ques ons 
 Expect answers you can understand, 
 Ask a family member, carer or interpreter to be 
with you if you want.  
  
3. Learn more about your condi on or 
treatments 
ÊÊCollect as much reliable informa on as you can 
 Ask your health care professional: 
 - What should I look out for? 
 - Please tell me more about my condi ons, tests 
and treatments 
 - How will the tests or treatments help me and 
what is involved? 
 - What are the risks and what is likely to happen 
if I don’t have treatment? 
  
4. Keep a list of all of the medicines you 
are taking Include 
-prescrip ons, over the counter medica on and 
complementary medicines (e.g. vitamins and 
herbs); and 
- Informa on about drug allergies you may have 

  
5. Make sure your understand the medi-
cines you are taking 
Read the label including any warnings. 
Make sure it is what your doctor ordered for you 
Ask about: 
Direc ons for use; 
Possible side effects or interac ons; and 
How long you will need to take it for 
 

 
 
6. Get the results of any test or proce-
dure 
Call your doctor to find out your results  
Ask what they mean for your care 
  
7. Talk about your op ons if you need 
to go into hospital 
Ask: 
How quickly does this need to happen? 
Is there an op on to have surgery/
procedure done as a day pa ent, or in an 
alterna ve hospital. 
 
8. Make sure you know what will hap-
pen if you need surgery of a proce-
dure 
Ask: 
-what will the surgery or procedure involve 
and are there any risks? 
-are there any other possible treatments 
-how much will it cost 
Tell your health care professionals if you 
have  
allergies or if you have ever had a bad reac-

on to an anaesthe c or any other drug. 

 9. Make sure you, your doctor and 
your surgeon all agree on exactly 
what will be done 
Confirm which opera on will be performed 
and where, as close as possible to it hap-
pening. 
 
10. Before you leave hospital, ask 
your health care professional to ex-
plain the treatment plan you will use 
at home 
Make sure you understand your con nuing 
treatment, medicines and follow up care 
Visit your GP as soon as possible a er you 
are discharged.  
 



PIVOTAL HEALTH CONSULTATION FEES 

Our fees are listed below for your informa on: 

From 6th March 2023 

     ÊÊÊÊÊÊÊÊÊFee  MedicareÊRebate 

  

BriefÊConsulta onÊ(LevelÊA)   ÊÊÊÊÊÊÊÊÊÊÊÊ$53.00  ÊÊÊÊÊÊÊÊÊÊÊÊ$18.95 

StandardÊConsulta onÊ(LevelÊB)Ê10Êminutes $89.00   $41.40 

StandardÊConsulta onÊ(LevelÊB)Ê15Êminutes $95.00   $41.40 

  

LongÊConsulta onÊ(LevelÊC)Ê20Êminutes  $126.00  $80.10 

LongÊConsulta onÊ(LevelÊC)Ê25Êminutes  $158.00  $80.10 

LongÊConsulta onÊ(LevelÊC)Ê30Êminutes  $176.00  $80.10 

LongÊConsulta onÊ(LevelÊC)Ê35Êminutes  $183.00  $80.10 

  

ProlongedÊConsulta onÊ(LevelÊD)Ê40Êminutes $254.00  $118.00 

ProlongedÊConsulta onÊ(LevelÊD)Ê45Êminutes $278.00  $118.00 

 

TelehealthÊConsulta onÊShortÊConsultÊ  $53.00  ÊÊÊÊÊÊÊÊÊÊÊÊÊ$18.95 

TelehealthÊConsulta onÊStandardÊConsulta onÊ $89.00ÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊ$41.40 

*Telehealth fees may vary depending on the complexity of the consulta on—this is at each individual doctors discre on. 

AÊ$10ÊsurchargeÊappliesÊonÊSaturdays  

 Procedures 

AllÊproceduresÊareÊbilledÊprivatelyÊandÊpaymentÊisÊrequiredÊwhenÊsuturesÊareÊremoved.Ê
A erÊclaimingÊfromÊMedicareÊyouÊwillÊbeÊoutÊofÊpocketÊbetweenÊ$108ÊandÊ$320ÊÊÊÊÊÊÊÊÊÊÊÊ
dependingÊonÊtheÊcomplexityÊofÊtheÊprocedureÊand/orÊtheÊpathologyÊresults.Ê 

 Other Tests and Examina ons 

FromÊ meÊtoÊ meÊyourÊdoctorÊmayÊrequestÊexamina ons/testsÊtoÊbeÊcompletedÊwithinÊ
theÊclinicÊtoÊassistÊwithÊyourÊdiagnosisÊorÊongoingÊcare.ÊAddi onalÊchargesÊmayÊapplyÊ
andÊyourÊdoctorÊwillÊdiscussÊtheseÊwithÊyouÊatÊtheÊ meÊofÊyourÊvisit.Ê 

 PleaseÊnoteÊthatÊfeesÊchargedÊareÊatÊeachÊindividualÊdoctor’sÊdiscre on 

Dr Noella MacPherson 
NoellaÊgraduatedÊfromÊuniversityÊinÊ1994.ÊSheÊjoinedÊtheÊPivotalÊteamÊinÊ
NovemberÊ2010.ÊHerÊinterestsÊareÊinÊallÊareasÊofÊgeneralÊprac ceÊwithÊanÊ
emphasisÊonÊyoungÊchildren,ÊwomenÊandÊfamilyÊmedicine.ÊNoellaÊenjoysÊ
reading,Êmusic,ÊgardeningÊandÊspendingÊ meÊwithÊherÊyoungÊfamily. 
  
 

 
Dr Simone Carlo o 
SimoneÊgraduatedÊfromÊGriffithÊUniversityÊinÊ2011ÊwithÊfirstÊclassÊ
honours.ÊSimoneÊbeganÊworkingÊatÊPivotalÊHealthÊinÊJanuaryÊ2014Ê
andÊreturnedÊtoÊtheÊprac ceÊinÊaÊpermanentÊroleÊinÊ2016. ÊSimoneÊ
hasÊaÊpassionÊforÊallÊareasÊofÊgeneralÊprac ceÊwithÊanÊemphasisÊonÊ
Women'sÊHealth.Ê 

DrÊSimoneÊhadÊaÊbabyÊboyÊinÊMarchÊ2020ÊandÊaÊdaughterÊinÊAprilÊ
2022.ÊBeingÊaÊbusyÊmumÊSimoneÊworksÊ3ÊdaysÊaÊweekÊandÊaÊrota onalÊSaturdayÊ
roster. ÊSimoneÊlovesÊgoingÊtoÊtheÊbeach,ÊkeepingÊfit,ÊanimalsÊandÊtravellingÊespecial-
lyÊtoÊremoteÊareasÊofÊAustraliaÊandÊtoÊherÊmum’sÊhomeÊtownÊinÊtheÊPhilippines.Ê 

Dr Adrian Ellis 
AdrianÊgraduatedÊfromÊtheÊUniversityÊofÊQueenslandÊinÊ2010.ÊHeÊ
joinedÊtheÊPivotalÊHealthÊteamÊinÊJanuaryÊ2014ÊwhileÊonÊtheÊGPÊTrain-
ingÊProgram.ÊHeÊisÊreturningÊtoÊtheÊprac ceÊfromÊ18thÊJanuaryÊ2016Ê
inÊaÊpermanentÊrole.ÊPriorÊtoÊmedicineÊheÊworkedÊasÊaÊphysiotherapistÊ
forÊ16ÊyearsÊandÊhasÊsignificantÊexperienceÊthisÊfield.ÊAdrian’sÊprac ceÊ
ofÊbothÊphysiotherapyÊandÊmedicineÊhaveÊprovidedÊhimÊconsiderableÊ

experienceÊinÊhealthÊpromo onÊandÊchronicÊdiseaseÊmanagement.ÊHeÊhasÊaÊpassionÊ
forÊpaediatricÊandÊfamilyÊmedicineÊheÊisÊenjoysÊdeliveringÊpa entÊcenteredÊcareÊtoÊ
hisÊpa ents.ÊInÊhisÊspareÊ meÊheÊenjoysÊplayingÊtennis,ÊphotographyÊandÊtravellingÊ
andÊwalkingÊhisÊlabradoodlesÊDaveÊandÊMitsy.Ê 
 

Dr Hemantha Gamage  
DrÊHemanthaÊjoinedÊourÊPivotalÊHealthÊteamÊinÊAugustÊ2023ÊandÊ
heÊbringsÊaÊwealthÊofÊknowledgeÊtoÊtheÊprac ce.ÊDrÊGamageÊhasÊ
completedÊhisÊfellowshipÊinÊgeneralÊprac ceÊ(FRACGP)ÊinÊearlyÊ
2016.ÊHeÊhasÊworkedÊasÊaÊGPÊÊinÊtheÊRedlandsÊforÊ7Êyears.Ê 
HeÊisÊpassionateÊaboutÊcomprehensiveÊandÊthoroughÊpa entÊcareÊ
withÊaÊisÊcommitmentÊtoÊhisÊpa ents. 
 

OutsideÊofÊworkÊDrÊHemanthaÊenjoysÊtakingÊcareÊofÊhisÊgarden,ÊgrowingÊvegetables,Ê
workingÊonÊDIYÊprojectsÊinÊvariousÊfieldsÊandÊa endingÊtoÊhisÊbees. 



 
Maria Lewis—Prac ce Nurse 
MariaÊjoinedÊourÊteamÊinÊ2013ÊandÊbringsÊwithÊherÊmanyÊyearsÊofÊnursingÊ
experience.ÊMariaÊhasÊworkedÊinÊvariousÊareasÊofÊnursingÊincludingÊacuteÊ
careÊinÊtheÊhospitalÊse ng,ÊagedÊcareÊandÊgeneralÊprac ce.ÊMariaÊenjoysÊtheÊ
challengesÊandÊvarietyÊgeneralÊprac ceÊbrings.Ê 
 
  

Sue Dalrymple—Prac ce Nurse 
NurseÊSueÊjoinedÊourÊclinicalÊteamÊinÊNovemberÊ2018.ÊSueÊisÊhereÊ 
fullÊ me. ÊSheÊhasÊrecentlyÊmovedÊtoÊQueenslandÊfromÊVictoriaÊandÊbringsÊ
withÊherÊmanyÊyears’ÊexperienceÊinÊGeneralÊPrac ce.ÊGidget,ÊLizzieÊandÊ
HarryÊareÊalwaysÊhappyÊtoÊseeÊherÊhomeÊwithÊtheirÊwaggingÊtails. 
  
 
 

Introducing our Administra on Team 

Emma Kohler   Prac ceÊManager ÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊ
Beth    FrontÊOfficeÊManager  
Karen    Recep onist 
Veronica   Recep onist 
Robyn                                            Recep onist 
 
Services Available 

WeÊhaveÊanÊextensiveÊrangeÊofÊservicesÊavailableÊincludingÊGeneralÊMedicine,ÊhomeÊvisits,Ê
checkups,ÊfamilyÊplanning,ÊpregnancyÊtests,ÊheartÊchecksÊ(ECG),Êcounselling,ÊchildhoodÊvac-
cina ons,ÊtravelÊmedicine,ÊminorÊsurgeryÊ–Ês tchingÊcuts,ÊremovalÊofÊmolesÊandÊsunspots,Ê
liquidÊnitrogenÊfreezingÊtherapyÊforÊsunspotsÊandÊwarts,Ênutri onalÊadvice,ÊsportsÊmedicine,Ê
skinÊchecks,Êpre-employmentÊmedicals,ÊonsiteÊvaccina ons,ÊweightÊmanagement,ÊchronicÊ
diseaseÊmanagement,ÊmentalÊhealthÊcounselling,ÊdiabetesÊcare.ÊÊ 
 
NewerÊservicesÊavailableÊincludeÊFamilyÊPlanning,Êvasectomies,ÊMirenaÊinser onÊandÊIronÊ
Infusions.ÊForÊmoreÊinforma onÊaboutÊourÊservicesÊcanÊbeÊaccessÊviaÊtheÊQRÊcode.Ê 
 
  
Telehealth Consulta ons  
InÊ2020ÊinÊGeneralÊPrac ceÊweÊsawÊtheÊintroduc onÊofÊtelephoneÊandÊ
videoÊconsulta onsÊinÊresponseÊtoÊtheÊglobalÊCOVIDÊpandemic.ÊMedi-
careÊoffersÊMedicareÊrebatesÊtoÊpa entsÊwhoÊhaveÊbeenÊseenÊinÊtheÊ
prac ceÊfaceÊtoÊfaceÊinÊtheÊlastÊ12ÊmonthsÊandÊatÊthisÊstageÊthisÊserviceÊ
con nuesÊtoÊbeÊfunded. 

Transla ng and Interpre ng Services 
ThisÊprac ceÊaccommodatesÊtheÊneedsÊofÊpa entsÊwhoÊmayÊrequireÊassistanceÊifÊtheyÊareÊ
unableÊtoÊspeakÊEnglishÊorÊifÊtheyÊareÊhearingÊimpaired.ÊÊWeÊareÊableÊtoÊarrangeÊinterpre ngÊ
servicesÊtoÊpa entsÊforÊfree.ÊPleaseÊaskÊourÊrecep onÊstaffÊifÊyouÊrequireÊanÊinterpreterÊtoÊbeÊ
organized. 
  
Upda ng records 
WeÊrequestÊthatÊifÊanyÊofÊyourÊcontactÊdetailsÊhaveÊchangedÊ(includingÊemergencyÊcontacts)Ê
thatÊyouÊadviseÊourÊstaffÊimmediatelyÊsoÊthatÊyourÊhealthÊrecordÊcanÊbeÊchanged.ÊWeÊmayÊ
askÊyouÊtoÊreviewÊyourÊdetailsÊeveryÊ6ÊmonthsÊwhenÊyouÊareÊinÊtheÊprac ce.ÊByÊdoingÊthisÊasÊ
weÊhaveÊfoundÊthatÊourÊrateÊofÊbeingÊunableÊtoÊcontactÊpa entsÊhasÊdroppedÊdrama cally. 
  
Pa ent Test Results 
YourÊdoctorÊwillÊadviseÊyouÊwhenÊtheyÊexpectÊtheÊresultsÊofÊtestsÊorÊproceduresÊtoÊarriveÊatÊ
theÊprac ce.ÊWeÊrequestÊthatÊyouÊcontactÊtheÊprac ceÊtoÊfindÊoutÊifÊyourÊresultsÊareÊbackÊ
andÊmakeÊanÊappointmentÊwithÊyourÊGPÊtoÊdiscussÊwhatÊtheyÊmeanÊforÊyourÊcare.ÊÊ 
  
WeÊa emptÊtoÊcontactÊpa entsÊviaÊtelephone,ÊSMSÊorÊpostÊshouldÊyourÊdoctorÊspecificallyÊ
requestÊtoÊseeÊyouÊforÊfollowÊup.ÊPleaseÊnoteÊthatÊourÊrecep onÊstaffÊcannotÊgiveÊresultsÊ
overÊtheÊphoneÊorÊinÊperson.ÊOurÊprac ceÊnursesÊMariaÊorÊSueÊmayÊbeÊableÊtoÊassistÊwithÊ
yourÊenquiry. 
 
Management of your Personal Health Informa on 
YourÊmedicalÊrecordÊisÊaÊconfiden alÊdocument.ÊItÊisÊtheÊpolicyÊofÊthisÊprac ceÊtoÊmaintainÊ
securityÊofÊpersonalÊhealthÊinforma onÊatÊallÊ mesÊandÊtoÊensureÊthatÊthisÊinforma onÊisÊ
onlyÊavailableÊtoÊauthorisedÊmembersÊofÊstaff.ÊWeÊabideÊbyÊtheÊtenÊNa onalÊPrivacyÊPrinci-
plesÊavailableÊatÊh p://www.privacy.gov.au/health/index.html 
 
AÊcopyÊofÊtheÊPivotalÊHealthÊPrivacyÊPolicyÊisÊavailableÊonÊrequest. 

 
Your rights 
IfÊyouÊhaveÊaÊproblemÊweÊwouldÊlikeÊtoÊhearÊaboutÊit.ÊPleaseÊfeelÊfreeÊtoÊtalkÊtoÊyourÊdoctorÊ
orÊrecep onist.ÊYouÊmayÊpreferÊtoÊwriteÊtoÊusÊorÊuseÊtheÊsugges onÊbox.ÊWeÊtakeÊyourÊcon-
cerns,Êsugges onsÊandÊcomplaintsÊseriously.ÊAlterna vely,ÊaskÊtoÊseeÊtheÊPrac ceÊManagerÊ
(EmmaÊKohler)ÊregardingÊyourÊconcern,ÊwhichÊwillÊbeÊfullyÊinves gatedÊandÊappropriateÊ
ac onÊtaken.Ê 
  
ShouldÊyouÊbeÊdissa sfiedÊaboutÊtheÊwayÊyourÊcomplaintÊhasÊbeenÊhandledÊwithinÊtheÊclinicÊ
youÊcanÊcontactÊtheÊindependentÊbodyÊdedicatedÊtoÊimprovingÊtheÊqualityÊandÊsafetyÊofÊ
healthÊservicesÊinÊQueenslandÊ-ÊtheÊOfficeÊofÊtheÊHealthÊOmbudsmanÊonÊ133Ê646ÊorÊh p://
www.oho.qld.gov.au.Ê 
 

 



Fees and Billing Arrangements 
FeesÊareÊbasedÊonÊtheÊlengthÊofÊconsulta ons,ÊwithÊaddi onalÊcostsÊforÊspecificÊtests,Êproce-
duresÊandÊtreatments.ÊÊFeesÊareÊdisplayedÊinÊtheÊrecep onÊareasÊ(onÊtheÊno ceÊboard);Êal-
terna velyÊpleaseÊaskÊourÊfriendlyÊrecep onÊstaff.ÊAÊcurrentÊlistÊofÊourÊconsulta onÊfeesÊcanÊ
beÊfoundÊatÊtheÊendÊofÊthisÊbrochure. 
  
FeesÊareÊpayableÊatÊtheÊ meÊofÊconsulta on,ÊweÊacceptÊcash,Êcheque,ÊEFTPOS,ÊMasterCardÊ
andÊVISA. 
  
WeÊnoÊdoÊnotÊacceptÊgapÊpaymentsÊforÊconsulta ons.ÊShouldÊthereÊbeÊanyÊproblemsÊpayingÊ
onÊtheÊdayÊofÊconsulta on,ÊpleaseÊspeakÊwithÊourÊrecep onÊstaff,Êprac ceÊmanagerÊorÊwithÊ
yourÊdoctor. 
  
Confirming appointments 
ItÊisÊtheÊpolicyÊofÊtheÊprac ceÊthatÊweÊconfirmÊappointmentsÊtheÊdayÊbeforeÊyourÊscheduledÊ
visit.ÊOurÊpreferredÊmethodÊisÊviaÊtextÊmessage,ÊfollowingÊtheÊpromptsÊthatÊHotDocÊwillÊsendÊ
you,ÊyouÊcanÊtextÊbackÊYÊorÊNÊtoÊletÊusÊknowÊifÊyouÊareÊa endingÊyourÊappointment.ÊAlterna-
vely,ÊifÊweÊdoÊnotÊhaveÊyourÊmobileÊphoneÊnumberÊorÊyouÊdoÊnotÊconsentÊtoÊSMSÊremind-

ersÊourÊrecep onÊstaffÊmayÊcontactÊyouÊviaÊtelephoneÊtoÊconfirmÊyourÊbooking. 
  
Missed or Cancelled Appointments 
WeÊrequestÊthatÊaÊminimumÊofÊ2Êhours’Êno ceÊisÊgivenÊtoÊourÊrecep onÊstaffÊshouldÊyouÊbeÊ
unableÊtoÊkeepÊanÊappointment.ÊThereÊmayÊbeÊaÊfeeÊpayableÊforÊpa entsÊwhoÊdoÊnotÊa endÊ
appointmentsÊwithoutÊcancellingÊthem.ÊÊWeÊunderstandÊthatÊsome mesÊthereÊareÊextremeÊ
circumstancesÊwhereÊyouÊmayÊnotÊbeÊableÊtoÊa endÊorÊcancelÊyourÊappointment.ÊPleaseÊ
discussÊthisÊwithÊÊÊÊrecep onÊstaffÊorÊourÊFrontÊOfficeÊManagerÊifÊthisÊoccurs. 
 
Smoking Policy 
ThisÊprac ceÊhasÊaÊnoÊsmokingÊpolicy.ÊAsÊperÊtheÊnewÊQLDÊtobaccoÊlawsÊthereÊisÊtoÊbeÊnoÊ
smokingÊinsideÊthisÊprac ceÊnorÊwithinÊ4ÊmetresÊofÊtheÊprac ce’sÊfrontÊdoor. 
  
Reminder System 
OurÊprac ceÊisÊcommi edÊtoÊpreventa veÊcare.ÊYourÊdoctorÊwillÊseekÊyourÊpermissionÊtoÊbeÊ
includedÊonÊourÊreminderÊsystem.ÊWeÊmayÊSMSÊorÊpostÊyouÊaÊreminderÊno ceÊfromÊ meÊtoÊ
meÊofferingÊyouÊpreventa veÊhealthÊservicesÊappropriateÊtoÊyourÊcareÊorÊremindingÊyouÊ

thatÊaÊhealthÊrelatedÊissueÊisÊdueÊtoÊbeÊreviewed.ÊÊPleaseÊnoteÊthatÊitÊisÊourÊdutyÊofÊcareÊtoÊ
remindÊyouÊofÊhealthÊrelatedÊremindersÊsuchÊasÊpapÊsmearsÊandÊskinÊchecks.ÊÊIfÊyouÊdoÊnotÊ
wishÊtoÊbeÊaÊpartÊofÊthisÊsystemÊpleaseÊdiscussÊthisÊwithÊyourÊdoctor. 

Disability Access  
WheelchairÊaccessÊisÊavailableÊviaÊtheÊfrontÊentranceÊofÊtheÊclinic.ÊWeÊhaveÊbathroomÊfacili-
esÊwithinÊtheÊclinicÊthatÊhaveÊwheelchairÊaccess.ÊDisabledÊparkingÊisÊavailableÊwithinÊtheÊ

ColesÊcarÊparkÊandÊaÊ2ÊminuteÊdropÊoffÊandÊpickÊupÊareaÊhasÊbeenÊcreatedÊoutsideÊtheÊclinicÊ
onÊShoreÊStreetÊforÊyourÊconvenience.ÊOurÊprac ceÊhasÊaÊnumberÊofÊheightÊadjustableÊbedsÊ
forÊpa entsÊwhoÊrequireÊaccessÊtoÊone.Ê 
 

 
TelehealthÊappointmentsÊatÊPivotalÊHealthÊareÊusuallyÊ10ÊminutesÊlongÊandÊconsulta onÊfeesÊ
applyÊandÊaÊMedicareÊrebateÊcanÊbeÊprocessedÊbyÊorÊrecep onÊteamÊ(ifÊeligible).ÊTelehealthÊ
appointmentsÊareÊalsoÊcompletedÊinÊaÊprivateÊandÊsecureÊareaÊtoÊensureÊthatÊpa entÊprivacyÊ
andÊconfiden alityÊareÊmaintained. 
 

OurÊen reÊTelehealthÊPolicyÊcanÊbeÊfoundÊonÊourÊwebsite. 
 

Consulta onÊfeesÊcanÊbeÊfoundÊinÊtheÊfeesÊsec onÊofÊthisÊbrochure. 
 
Online Appointments  
AppointmentsÊcanÊbeÊmadeÊonlineÊ24ÊhoursÊaÊdayÊviaÊourÊwebsiteÊ
www.pivotalhealth.com.auÊorÊviaÊtheÊHotDocÊAppÊ(whichÊcanÊbeÊdownloadedÊfromÊtheÊAppÊ
StoreÊorÊGoogleÊPlay).ÊPleaseÊnoteÊthatÊchildhoodÊimmunisa onsÊcannotÊbeÊbookedÊonlineÊasÊ
weÊneedÊtoÊensureÊthatÊnursingÊ meÊisÊallocated.ÊShouldÊyouÊbeÊhavingÊdifficul esÊwithÊmak-
ingÊanÊappointmentÊonline;ÊpleaseÊcontactÊourÊrecep onÊteamÊorÊtheÊPrac ceÊManager. 
   
Appointments 
WeÊhaveÊaÊbookingÊsystemÊwhichÊwillÊminimiseÊwai ngÊ
mes.ÊWeÊneedÊyourÊhelpÊtoÊensureÊitsÊsuccess.ÊToÊavoidÊ

delayingÊotherÊpa entsÊweÊaskÊthatÊyouÊrequestÊlongerÊ
consulta onsÊforÊprocedures,Êwomen’sÊchecksÊorÊshouldÊyouÊfeelÊyouÊneedÊlongerÊwithÊtheÊ
doctor.ÊIfÊyouÊareÊunsureÊifÊyouÊneedÊaÊlongerÊappointmentÊpleaseÊaskÊourÊfriendlyÊrecep onÊ
staff.Ê 
  
EmergenciesÊwalkÊinÊpa entsÊareÊalwaysÊgivenÊpriorityÊandÊourÊstaffÊwillÊa emptÊtoÊcontactÊ
youÊorÊinformÊyouÊonÊyourÊarrivalÊifÊthereÊisÊanÊunforeseenÊdelayÊorÊifÊyourÊGPÊhasÊbeenÊ
calledÊaway. 
  
FromÊ meÊtoÊ meÊourÊdoctorsÊmayÊrunÊlate,ÊbeingÊlateÊcanÊbeÊstressfulÊforÊpa entsÊandÊstaff.ÊÊ
OneÊreasonÊweÊmayÊrunÊlateÊisÊthatÊourÊconsulta onsÊrunÊoverÊ me,ÊweÊkindlyÊaskÊthatÊwhenÊ
bookingÊyourÊappointmentsÊyouÊinformÊourÊrecep onÊstaffÊifÊyouÊrequireÊaÊlongerÊappoint-
ment.ÊÊ 
  

DidÊyouÊknow?ÊJustÊfourÊminutesÊextraÊperÊconsulta onÊcanÊcauseÊtheÊdoctorÊtoÊrunÊ1ÊhourÊ
lateÊatÊtheÊendÊofÊaÊsession. 
  

Con nuity of Care 
ThisÊprac ceÊencouragesÊpa entsÊtoÊhaveÊcon nuityÊofÊcareÊbyÊseeingÊtheirÊregularÊtrea ngÊ
GPÊforÊvisitsÊwhereÊpossible.ÊRecep onÊstaffÊmayÊaskÊwhoÊyourÊregularÊGPÊisÊatÊtheÊ meÊofÊ
makingÊanÊappointmentÊ(weÊdoÊendeavourÊtoÊmakeÊyourÊappointmentÊwithÊyourÊregularÊ
prac oner)ÊhoweverÊthereÊmayÊbeÊ mesÊwhereÊthisÊisÊnotÊpossible.ÊForÊyourÊconvenience,Ê
shouldÊyourÊdoctorÊbeÊunavailableÊatÊtheÊrequestedÊ me,Êrecep onÊstaffÊmayÊofferÊyouÊanÊ
appointmentÊwithÊanÊalterna veÊGPÊorÊanÊalterna veÊ meÊwithÊyourÊregularÊGP.ÊWeÊdoÊen-
courageÊyouÊtoÊreturnÊtoÊyourÊusualÊGPÊforÊaÊreviewÊorÊfollowÊup. 
  



Accidents and Emergencies 
WeÊunderstandÊthatÊaccidentsÊandÊemergenciesÊcanÊoccurÊatÊanyÊ me.ÊWeÊaskÊthatÊyouÊ
telephoneÊtheÊsurgeryÊandÊspeakÊtoÊoneÊofÊourÊprac ceÊnursesÊfirstÊandÊyouÊwillÊbeÊadvisedÊ
ofÊtheÊappropriateÊac on. 
 

Home Visits 
DoctorsÊatÊPivotalÊHealthÊdoÊhomeÊvisitsÊwhenÊappropriateÊandÊareÊlimitedÊtoÊaÊ5kmÊradiusÊ
ofÊtheÊclinic.ÊThisÊincludesÊsomeÊareasÊinÊCleveland,ÊThornlandsÊandÊOrmiston.ÊHomeÊVisitsÊ
areÊrestrictedÊtoÊpa entsÊwhoÊareÊtooÊfrailÊorÊillÊtoÊa endÊtheÊclinic.ÊWeÊdoÊnotÊdoÊhomeÊ
visitsÊonÊpa entsÊwhoÊhaveÊnotÊbeenÊseenÊatÊtheÊclinic. 
 

Care Outside Normal Opening Hours  
ShouldÊyouÊrequireÊurgentÊmedicalÊa en onÊoutsideÊnormalÊclinicÊhoursÊHelloÊHomeÊDoc-
torÊServiceÊcanÊbeÊcontactedÊonÊ134Ê100ÊorÊNa onalÊHomeÊDoctorÊServiceÊonÊ13Ê74Ê25.Ê
VisitsÊareÊusuallyÊbulkÊbilled.ÊShouldÊyouÊrequireÊfurtherÊinforma onÊpleaseÊaskÊoneÊofÊourÊ
recep onÊstaff.ÊShouldÊyourÊa er-hoursÊmedicalÊissueÊbeÊanÊemergencyÊpleaseÊcallÊtheÊam-
bulanceÊserviceÊbyÊphoningÊ000. 
  
Telephone Access 
DoctorsÊinÊtheÊprac ceÊmayÊbeÊcontactedÊduringÊnormalÊclinicÊhours.ÊIfÊtheÊdoctorÊisÊwithÊaÊ
pa ent,ÊaÊmessageÊwillÊbeÊtakenÊandÊourÊrecep onÊstaffÊwillÊadviseÊyouÊwhenÊitÊisÊlikelyÊthatÊ
theÊdoctorÊmayÊreturnÊyourÊcall.ÊYourÊcallÊwillÊalwaysÊbeÊputÊthroughÊtoÊaÊdoctorÊorÊoneÊofÊ
ourÊprac ceÊnursesÊMariaÊLewisÊorÊSueÊDalrympleÊinÊanÊemergency. 
  
Email Access 
WeÊpreferÊthatÊyouÊdoÊnotÊemailÊtheÊdoctorsÊinÊthisÊprac ceÊasÊtheyÊcanÊfindÊitÊdifficultÊtoÊ
respondÊtoÊemails.ÊPleaseÊdiscussÊthisÊwithÊourÊrecep onÊstaffÊorÊprac ceÊmanagerÊifÊyouÊ
requireÊanÊemailÊsentÊtoÊaÊdoctor. 
 

 ThereÊmayÊbeÊoccasionsÊwhereÊweÊcanÊemailÊyouÊdirectlyÊfromÊyourÊmedicalÊrecordÊwithÊ
documentsÊsuchÊasÊmedicalÊcer ficatesÊorÊreferrals.ÊÊÊEmailsÊsentÊviaÊtheÊpa entÊrecordÊwillÊ
haveÊaÊsecureÊPINÊthatÊwillÊneedÊtoÊbeÊenteredÊtoÊaccessÊtheÊfile.ÊThisÊPINÊisÊtheÊdayÊandÊ
monthÊofÊtheÊpa ent’sÊdateÊofÊbirthÊinÊtheÊfollowingÊformatÊ(DDMM).Ê 
 
SMS 
WhereÊpossibleÊweÊuseÊmobileÊtextÊmessageÊsystemsÊforÊtheÊfollowingÊ
reasons: 
á toÊremindÊoutÊpa entsÊofÊhealthÊremindersÊ 
á confirma onÊofÊappointments 
á non-urgentÊresultÊrecallsÊand, 
á fromÊ meÊtoÊ meÊoutÊGP’sÊmayÊsendÊaÊtextÊmessageÊtoÊaÊpa ent’sÊ
mobileÊphoneÊviaÊourÊmedicalÊso ware 

ItÊisÊimportantÊtoÊnote: 
á ThisÊisÊnotÊtheÊGP’sÊpersonalÊphoneÊnumber 
á TheÊtextÊisÊsentÊviaÊourÊmedicalÊso wareÊ(computers)ÊandÊnotÊmobile 
á YouÊshouldÊnotÊreplyÊtoÊthisÊmessageÊasÊitÊhasÊaÊ“doÊnotÊreply”Êfeature 
á TheÊ“doÊnotÊreply”ÊfeatureÊDOESÊNOTÊapplyÊtoÊtheÊappointmentÊremindersÊweÊsend 

Medical Cer ficates 
TheseÊwillÊnotÊbeÊissuedÊforÊnon-medicalÊreasonsÊapartÊfromÊbereavementÊorÊfamilyÊsupport.Ê
TheÊpa entÊmustÊbeÊseenÊatÊtheÊ meÊofÊillnessÊtoÊwriteÊaÊcer ficate.ÊPleaseÊnoteÊthatÊmedicalÊ
cer ficatesÊcannotÊbeÊbackÊdated.ÊPleaseÊnoteÊthatÊMedicalÊCer ficatesÊareÊimportantÊdocu-
mentsÊandÊaÊfeeÊmayÊapplyÊshouldÊtheyÊneedÊtoÊbeÊreissued. 
  
Repeat Prescrip ons 
Medica onsÊareÊnormallyÊprescribedÊatÊconsulta onsÊhoweverÊthereÊmayÊbeÊ mesÊwhereÊre-
peatÊprescrip onsÊareÊrequired.ÊÊScriptÊclinicsÊareÊforÊpa entsÊrequiringÊrepeat prescrip ons 
only forÊmedica onÊthatÊtheyÊtakeÊregularly.  
 
ToÊa endÊscriptÊclinics,ÊtheÊpa entsÊmustÊhaveÊa endedÊtheÊprac ceÊforÊaÊnormalÊappointmentÊ
inÊtheÊlastÊ6ÊmonthsÊandÊtheÊprescrip onÊcannotÊbeÊforÊstrongÊpainÊkillers,ÊsleepingÊtabletsÊorÊ
an depressantÊdrugs.ÊThereÊisÊnoÊoutÊofÊpocketÊexpenseÊforÊpa entsÊwhoÊa endÊtheÊscriptÊ
clinics.ÊÊScriptÊclinicsÊrunÊtwiceÊaÊweek,ÊbookingsÊareÊessen al.ÊPleaseÊaskÊourÊrecep onÊstaffÊforÊ
moreÊinforma onÊaboutÊthisÊserviceÊandÊforÊ mes. 
 
ForÊpa entsÊwhoÊareÊunableÊtoÊa endÊaÊscriptÊclinicÊdueÊtoÊanÊillnessÊorÊinjury,ÊphoneÊrequestsÊ
forÊrepeatsÊmayÊbeÊavailableÊbut are at the prescribing doctor’s discre on.ÊPleaseÊnoteÊthatÊ
ourÊdoctorsÊareÊveryÊbusyÊandÊrequireÊ2ÊworkingÊdaysÊforÊrepeatÊprescrip ons.ÊShouldÊyouÊre-
quireÊanÊurgentÊscript,ÊpleaseÊdiscussÊthisÊwithÊourÊrecep onÊstaff.ÊÊThereÊisÊaÊfeeÊofÊ$20-$30ÊforÊ
prescrip onsÊorderedÊoverÊtheÊphone.ÊPleaseÊnoteÊthatÊthisÊfeeÊisÊsubjectÊtoÊchange.Ê  
ThisÊpolicyÊnowÊalsoÊappliesÊtoÊpa entsÊwhoÊrequireÊrepeatÊprescrip onsÊforÊWebsterÊpacks.Ê 
  
Referrals  
ReferralsÊtoÊaÊspecialistÊareÊaÊma erÊforÊdiscussionÊwithÊtheÊdoctorÊduringÊconsulta on.Ê 
RepeatÊ/ongoingÊreferralsÊneedÊtoÊbeÊdoneÊatÊanÊappointment.ÊTheÊdoctorsÊatÊthisÊprac ceÊ
encourageÊpa entsÊtoÊa endÊtheÊprac ceÊforÊtheseÊissues.Ê 
  
ForÊpa entsÊwhoÊareÊunableÊtoÊa endÊaÊscriptÊclinicÊdueÊtoÊanÊillnessÊorÊinjury,ÊphoneÊrequestsÊ
forÊongoingÊreferralsÊmayÊbeÊavailableÊbut are at the referring doctor’s discre on.ÊPleaseÊnoteÊ
thatÊourÊdoctorsÊareÊveryÊbusyÊandÊrequireÊ2ÊworkingÊdaysÊforÊreferrals.ÊShouldÊyouÊrequireÊanÊ
urgentÊreferral,ÊpleaseÊdiscussÊthisÊwithÊourÊrecep onÊstaff.ÊÊThereÊisÊaÊfeeÊofÊ$20-$30ÊforÊrefer-
ralsÊorderedÊoverÊtheÊphone.ÊPleaseÊnoteÊthatÊthisÊfeeÊisÊsubjectÊtoÊchange. 
  
PleaseÊbeÊawareÊthatÊyourÊGPÊmayÊdiscloseÊpersonalÊhealthÊinforma onÊinÊyourÊreferral. 
  
Pa ents with Flu-like symptoms 

WeÊtakeÊkeepingÊourÊpa entsÊandÊstaffÊveryÊseriouslyÊandÊthereforeÊanyÊpa entÊagedÊ5ÊyearsÊ
andÊoverÊwhoÊareÊreques ngÊfaceÊtoÊfaceÊappointmentsÊandÊwhoÊhaveÊANYÊcoldÊandÊfluÊsymp-
tomsÊincludingÊbutÊnotÊlimitedÊtoÊcough,ÊrunnyÊnose,Êfever,Êasthma,Êsinus,Êfa gue,ÊsoreÊthroat,Ê
vomi ng,Êdiarrhoea,ÊshortnessÊofÊbreath,ÊachesÊandÊpains,ÊheadacheÊmustÊshowÊevidenceÊofÊaÊ
nega veÊRATÊtestÊpriorÊtoÊtheirÊappointment.ÊWeÊaskÊthatÊpa entsÊperformÊthisÊtestÊpriorÊtoÊ
arrivalÊandÊplaceÊitÊinÊaÊzipÊlockÊbagÊorÊotherÊsealedÊcontainerÊandÊbringÊitÊwithÊthemÊtoÊtheirÊ
appointment.ÊPa entsÊmustÊcon nueÊtoÊwaitÊoutsideÊorÊinÊtheirÊvehicleÊÊforÊtheirÊappointmentÊ
andÊwearÊaÊmaskÊonÊentry.Ê 


