


Welcome to Pivotal Health 
WeÊareÊaÊfullyÊcomputerisedÊcomprehensiveÊgeneralÊpracƟce,ÊofferingÊaÊwideÊrangeÊofÊservicesÊ
toÊallÊageÊgroups. 

 WeÊprideÊourselvesÊonÊprovidingÊpersonalisedÊandÊprofessionalÊpaƟentÊcentredÊcareÊthatÊen-
suresÊyourÊfamilyÊareÊcaredÊforÊinÊtheÊbestÊpossibleÊway. 

 OurÊpracƟceÊwasÊestablishedÊinÊJuneÊ2007;ÊourÊdoctorsÊtakeÊtheÊqualityÊofÊcareÊweÊofferÊourÊ
paƟentsÊveryÊseriouslyÊsoÊallÊourÊsystemsÊandÊprocessesÊareÊdesignedÊtoÊensureÊyouÊreceiveÊtheÊ
bestÊqualityÊcareÊavailable. 
  
AllÊofÊourÊdoctorsÊparƟcipateÊinÊregularÊconƟnuingÊeducaƟonÊtoÊkeepÊupÊtoÊdateÊwithÊtheÊÊÊlatestÊ
medicalÊinformaƟonÊandÊtreatments.ÊTheÊlatestÊinÊmedicalÊequipmentÊandÊhighlyÊtrainedÊnursingÊ
staffÊareÊavailableÊtoÊassistÊinÊyourÊcare. 
 
WeÊareÊproudÊtoÊbeÊaÊGPÊTrainingÊpracƟceÊcommiƩedÊtoÊtrainingÊtheÊnextÊgeneraƟonÊofÊGPs.ÊÊ
RegistrarsÊareÊfullyÊqualifiedÊdoctorsÊwhoÊhaveÊworkedÊinÊhospitalsÊandÊhaveÊbeenÊacceptedÊontoÊ
theÊGPÊtrainingÊprogram.ÊÊTheÊtrainingÊourÊpracƟceÊprovidesÊensuresÊthatÊnewÊGPsÊinÊtheÊwork-
forceÊareÊasÊexperiencedÊandÊwellÊskilledÊasÊourÊlongÊtermÊdoctors. 
  
Our Mission 
OurÊmissionÊisÊtoÊprovideÊtheÊhighestÊstandardÊofÊpaƟentÊcareÊwhilstÊincorporaƟngÊaÊholisƟcÊap-
proachÊtowardÊdiagnosisÊandÊmanagementÊofÊillness.ÊWeÊareÊcommiƩedÊtoÊÊÊÊpromoƟngÊhealth,Ê
wellbeingÊandÊdiseaseÊprevenƟonÊtoÊallÊpaƟents.ÊWeÊdoÊnotÊdiscriminateÊinÊtheÊprovisionÊofÊex-
cellentÊcareÊandÊaimÊtoÊtreatÊallÊpaƟentsÊwithÊdignityÊandÊrespect. 

Meet our Clinical Team 
 
 Dr Russell Hunter  
RussellÊisÊoneÊofÊtheÊdirectorsÊatÊPivotalÊHealth,ÊheÊgraduatedÊfromÊtheÊUni-
versityÊofÊQueenslandÊinÊ1983.ÊHeÊheldÊregistrarÊposiƟonsÊinÊpaediatricsÊandÊ
geriatricsÊwhileÊatÊtheÊPAÊHospital.ÊHeÊhasÊaÊFellowshipÊofÊtheÊRoyalÊAustrali-
anÊCollegeÊofÊGeneralÊPracƟƟoners,ÊandÊaÊcerƟficateÊinÊFamilyÊPlanning. 
 
HeÊenjoysÊkeepingÊupÊtoÊdateÊwithÊtheÊlatestÊtechniquesÊinÊskinÊsurgery.ÊHeÊisÊ
interestedÊinÊallÊaspectsÊofÊGeneralÊPracƟce,ÊparƟcularlyÊskinÊcancerÊdetec-
ƟonÊandÊskinÊcancerÊtreatment.ÊDrÊHunterÊhasÊcompletedÊextraÊtrainingÊandÊ

isÊaÊmemberÊofÊtheÊSkinÊCancerÊCollegeÊAustralasia. 

 Dr Meg Marsden 
MegÊisÊalsoÊoneÊofÊtheÊdirectorsÊatÊPivotalÊHealth,ÊsheÊhasÊworkedÊinÊtheÊCleve-
landÊareaÊsinceÊ1986.ÊÊSheÊgraduatedÊfromÊtheÊUniversityÊofÊQueenslandÊinÊ
1983.ÊSheÊresidesÊinÊtheÊareaÊandÊhasÊthreeÊadultÊchildren.ÊGeneralÊPracƟceÊ
appealsÊtoÊMegÊasÊitÊallowsÊherÊtheÊopportunityÊtoÊcareÊholisƟcallyÊforÊherÊpa-
Ɵent’sÊphysicalÊhealth;ÊsheÊisÊinterestedÊinÊhelpingÊherÊpaƟentsÊachieveÊhappi-
nessÊandÊcontentmentÊwithÊlife.Ê 

10ÊƟpsÊforÊSaferÊHealthÊCare 
ThisÊsummaryÊhasÊbeenÊproducedÊbyÊtheÊAustralianÊCouncilÊforÊSafetyÊandÊQualityÊinÊ
HealthÊCare,ÊwhichÊhasÊbeenÊsetÊupÊbyÊtheÊCommonwealth,ÊStateÊandÊTerritoryÊ
governmentsÊtoÊimproveÊtheÊsafetyÊinÊhealthÊcareÊinÊAustralia.ÊÊTheseÊ10ÊƟpsÊcanÊhelpÊÊ
youÊbecomeÊmoreÊacƟveÊinÊyourÊhealthÊcare.ÊÊMoreÊquesƟonsÊyouÊmightÊwantÊtoÊaskÊ
yourÊhealthÊcareÊprofessionalÊareÊcontainedÊinÊtheÊ10Ɵps for Safer Health CareÊBookletÊ
(locatedÊinÊtheÊwaiƟngÊroom) 

 
1. Be acƟvely 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 quesƟons or 
concerns  
ÊAsk QuesƟons 
 Expect answers you can understand, 
 Ask a family member, carer or interpreter to be 
with you if you want.  
  
3. Learn more about your condiƟon or 
treatments 
ÊÊCollect as much reliable informaƟon as you can 
 Ask your health care professional: 
 - What should I look out for? 
 - Please tell me more about my condiƟons, 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 
-prescripƟons, over the counter medicaƟon and 
complementary medicines (e.g. vitamins and 
herbs); and 
- InformaƟon 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: 
DirecƟons for use; 
Possible side effects or interacƟons; 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 opƟons if you need 
to go into hospital 
Ask: 
How quickly does this need to happen? 
Is there an opƟon to have surgery/
procedure done as a day paƟent, or in an 
alternaƟve 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-
Ɵon to an anaestheƟc or any other drug. 

 9. Make sure you, your doctor and 
your surgeon all agree on exactly 
what will be done 
Confirm which operaƟon 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 conƟnuing 
treatment, medicines and follow up care 
Visit your GP as soon as possible aŌer you 
are discharged.  
 



PIVOTAL HEALTH CONSULTATION FEES 

Our fees are listed below for your informaƟon: 

From 6th March 2023 

     ÊÊÊÊÊÊÊÊÊFee  MedicareÊRebate 

  

BriefÊConsultaƟonÊ(LevelÊA)   ÊÊÊÊÊÊÊÊÊÊÊÊ$53.00  ÊÊÊÊÊÊÊÊÊÊÊÊ$18.95 

StandardÊConsultaƟonÊ(LevelÊB)Ê10Êminutes $89.00   $41.40 

StandardÊConsultaƟonÊ(LevelÊB)Ê15Êminutes $95.00   $41.40 

  

LongÊConsultaƟonÊ(LevelÊC)Ê20Êminutes  $126.00  $80.10 

LongÊConsultaƟonÊ(LevelÊC)Ê25Êminutes  $158.00  $80.10 

LongÊConsultaƟonÊ(LevelÊC)Ê30Êminutes  $176.00  $80.10 

LongÊConsultaƟonÊ(LevelÊC)Ê35Êminutes  $183.00  $80.10 

  

ProlongedÊConsultaƟonÊ(LevelÊD)Ê40Êminutes $254.00  $118.00 

ProlongedÊConsultaƟonÊ(LevelÊD)Ê45Êminutes $278.00  $118.00 

 

TelehealthÊConsultaƟonÊShortÊConsultÊ  $53.00  ÊÊÊÊÊÊÊÊÊÊÊÊÊ$18.95 

TelehealthÊConsultaƟonÊStandardÊConsultaƟonÊ $89.00ÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊ$41.40 

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

AÊ$10ÊsurchargeÊappliesÊonÊSaturdays  

 Procedures 

AllÊproceduresÊareÊbilledÊprivatelyÊandÊpaymentÊisÊrequiredÊwhenÊsuturesÊareÊremoved.Ê
AŌerÊclaimingÊfromÊMedicareÊyouÊwillÊbeÊoutÊofÊpocketÊbetweenÊ$108ÊandÊ$320ÊÊÊÊÊÊÊÊÊÊÊÊ
dependingÊonÊtheÊcomplexityÊofÊtheÊprocedureÊand/orÊtheÊpathologyÊresults.Ê 

 Other Tests and ExaminaƟons 

FromÊƟmeÊtoÊƟmeÊyourÊdoctorÊmayÊrequestÊexaminaƟons/testsÊtoÊbeÊcompletedÊwithinÊ
theÊclinicÊtoÊassistÊwithÊyourÊdiagnosisÊorÊongoingÊcare.ÊAddiƟonalÊchargesÊmayÊapplyÊ
andÊyourÊdoctorÊwillÊdiscussÊtheseÊwithÊyouÊatÊtheÊƟmeÊofÊyourÊvisit.Ê 

 PleaseÊnoteÊthatÊfeesÊchargedÊareÊatÊeachÊindividualÊdoctor’sÊdiscreƟon 

Dr Noella MacPherson 
NoellaÊgraduatedÊfromÊuniversityÊinÊ1994.ÊSheÊjoinedÊtheÊPivotalÊteamÊinÊ
NovemberÊ2010.ÊHerÊinterestsÊareÊinÊallÊareasÊofÊgeneralÊpracƟceÊwithÊanÊ
emphasisÊonÊyoungÊchildren,ÊwomenÊandÊfamilyÊmedicine.ÊNoellaÊenjoysÊ
reading,Êmusic,ÊgardeningÊandÊspendingÊƟmeÊwithÊherÊyoungÊfamily. 
  
 

 
Dr Simone CarloƩo 
SimoneÊgraduatedÊfromÊGriffithÊUniversityÊinÊ2011ÊwithÊfirstÊclassÊ
honours.ÊSimoneÊbeganÊworkingÊatÊPivotalÊHealthÊinÊJanuaryÊ2014Ê
andÊreturnedÊtoÊtheÊpracƟceÊinÊaÊpermanentÊroleÊinÊ2016. ÊSimoneÊ
hasÊaÊpassionÊforÊallÊareasÊofÊgeneralÊpracƟceÊwithÊanÊemphasisÊonÊ
Women'sÊHealth.Ê 

DrÊSimoneÊhadÊaÊbabyÊboyÊinÊMarchÊ2020ÊandÊaÊdaughterÊinÊAprilÊ
2022.ÊBeingÊaÊbusyÊmumÊSimoneÊworksÊ3ÊdaysÊaÊweekÊandÊaÊrotaƟonalÊSaturdayÊ
roster. ÊSimoneÊlovesÊgoingÊtoÊtheÊbeach,ÊkeepingÊfit,ÊanimalsÊandÊtravellingÊespecial-
lyÊtoÊremoteÊareasÊofÊAustraliaÊandÊtoÊherÊmum’sÊhomeÊtownÊinÊtheÊPhilippines.Ê 

Dr Adrian Ellis 
AdrianÊgraduatedÊfromÊtheÊUniversityÊofÊQueenslandÊinÊ2010.ÊHeÊ
joinedÊtheÊPivotalÊHealthÊteamÊinÊJanuaryÊ2014ÊwhileÊonÊtheÊGPÊTrain-
ingÊProgram.ÊHeÊisÊreturningÊtoÊtheÊpracƟceÊfromÊ18thÊJanuaryÊ2016Ê
inÊaÊpermanentÊrole.ÊPriorÊtoÊmedicineÊheÊworkedÊasÊaÊphysiotherapistÊ
forÊ16ÊyearsÊandÊhasÊsignificantÊexperienceÊthisÊfield.ÊAdrian’sÊpracƟceÊ
ofÊbothÊphysiotherapyÊandÊmedicineÊhaveÊprovidedÊhimÊconsiderableÊ

experienceÊinÊhealthÊpromoƟonÊandÊchronicÊdiseaseÊmanagement.ÊHeÊhasÊaÊpassionÊ
forÊpaediatricÊandÊfamilyÊmedicineÊheÊisÊenjoysÊdeliveringÊpaƟentÊcenteredÊcareÊtoÊ
hisÊpaƟents.ÊInÊhisÊspareÊƟmeÊheÊenjoysÊplayingÊtennis,ÊphotographyÊandÊtravellingÊ
andÊwalkingÊhisÊlabradoodlesÊDaveÊandÊMitsy.Ê 
 

Dr Hemantha Gamage  
DrÊHemanthaÊjoinedÊourÊPivotalÊHealthÊteamÊinÊAugustÊ2023ÊandÊ
heÊbringsÊaÊwealthÊofÊknowledgeÊtoÊtheÊpracƟce.ÊDrÊGamageÊhasÊ
completedÊhisÊfellowshipÊinÊgeneralÊpracƟceÊ(FRACGP)ÊinÊearlyÊ
2016.ÊHeÊhasÊworkedÊasÊaÊGPÊÊinÊtheÊRedlandsÊforÊ7Êyears.Ê 
HeÊisÊpassionateÊaboutÊcomprehensiveÊandÊthoroughÊpaƟentÊcareÊ
withÊaÊisÊcommitmentÊtoÊhisÊpaƟents. 
 

OutsideÊofÊworkÊDrÊHemanthaÊenjoysÊtakingÊcareÊofÊhisÊgarden,ÊgrowingÊvegetables,Ê
workingÊonÊDIYÊprojectsÊinÊvariousÊfieldsÊandÊaƩendingÊtoÊhisÊbees. 



 
Maria Lewis—PracƟce Nurse 
MariaÊjoinedÊourÊteamÊinÊ2013ÊandÊbringsÊwithÊherÊmanyÊyearsÊofÊnursingÊ
experience.ÊMariaÊhasÊworkedÊinÊvariousÊareasÊofÊnursingÊincludingÊacuteÊ
careÊinÊtheÊhospitalÊseƫng,ÊagedÊcareÊandÊgeneralÊpracƟce.ÊMariaÊenjoysÊtheÊ
challengesÊandÊvarietyÊgeneralÊpracƟceÊbrings.Ê 
 
  

Sue Dalrymple—PracƟce Nurse 
NurseÊSueÊjoinedÊourÊclinicalÊteamÊinÊNovemberÊ2018.ÊSueÊisÊhereÊ 
fullÊƟme. ÊSheÊhasÊrecentlyÊmovedÊtoÊQueenslandÊfromÊVictoriaÊandÊbringsÊ
withÊherÊmanyÊyears’ÊexperienceÊinÊGeneralÊPracƟce.ÊGidget,ÊLizzieÊandÊ
HarryÊareÊalwaysÊhappyÊtoÊseeÊherÊhomeÊwithÊtheirÊwaggingÊtails. 
  
 
 

Introducing our AdministraƟon Team 

Emma Kohler   PracƟceÊManager ÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊ
Beth    FrontÊOfficeÊManager  
Karen    RecepƟonist 
Veronica   RecepƟonist 
Robyn                                            RecepƟonist 
 
Services Available 

WeÊhaveÊanÊextensiveÊrangeÊofÊservicesÊavailableÊincludingÊGeneralÊMedicine,ÊhomeÊvisits,Ê
checkups,ÊfamilyÊplanning,ÊpregnancyÊtests,ÊheartÊchecksÊ(ECG),Êcounselling,ÊchildhoodÊvac-
cinaƟons,ÊtravelÊmedicine,ÊminorÊsurgeryÊ–ÊsƟtchingÊcuts,ÊremovalÊofÊmolesÊandÊsunspots,Ê
liquidÊnitrogenÊfreezingÊtherapyÊforÊsunspotsÊandÊwarts,ÊnutriƟonalÊadvice,ÊsportsÊmedicine,Ê
skinÊchecks,Êpre-employmentÊmedicals,ÊonsiteÊvaccinaƟons,ÊweightÊmanagement,ÊchronicÊ
diseaseÊmanagement,ÊmentalÊhealthÊcounselling,ÊdiabetesÊcare.ÊÊ 
 
NewerÊservicesÊavailableÊincludeÊFamilyÊPlanning,Êvasectomies,ÊMirenaÊinserƟonÊandÊIronÊ
Infusions.ÊForÊmoreÊinformaƟonÊaboutÊourÊservicesÊcanÊbeÊaccessÊviaÊtheÊQRÊcode.Ê 
 
  
Telehealth ConsultaƟons  
InÊ2020ÊinÊGeneralÊPracƟceÊweÊsawÊtheÊintroducƟonÊofÊtelephoneÊandÊ
videoÊconsultaƟonsÊinÊresponseÊtoÊtheÊglobalÊCOVIDÊpandemic.ÊMedi-
careÊoffersÊMedicareÊrebatesÊtoÊpaƟentsÊwhoÊhaveÊbeenÊseenÊinÊtheÊ
pracƟceÊfaceÊtoÊfaceÊinÊtheÊlastÊ12ÊmonthsÊandÊatÊthisÊstageÊthisÊserviceÊ
conƟnuesÊtoÊbeÊfunded. 

TranslaƟng and InterpreƟng Services 
ThisÊpracƟceÊaccommodatesÊtheÊneedsÊofÊpaƟentsÊwhoÊmayÊrequireÊassistanceÊifÊtheyÊareÊ
unableÊtoÊspeakÊEnglishÊorÊifÊtheyÊareÊhearingÊimpaired.ÊÊWeÊareÊableÊtoÊarrangeÊinterpreƟngÊ
servicesÊtoÊpaƟentsÊforÊfree.ÊPleaseÊaskÊourÊrecepƟonÊstaffÊifÊyouÊrequireÊanÊinterpreterÊtoÊbeÊ
organized. 
  
UpdaƟng records 
WeÊrequestÊthatÊifÊanyÊofÊyourÊcontactÊdetailsÊhaveÊchangedÊ(includingÊemergencyÊcontacts)Ê
thatÊyouÊadviseÊourÊstaffÊimmediatelyÊsoÊthatÊyourÊhealthÊrecordÊcanÊbeÊchanged.ÊWeÊmayÊ
askÊyouÊtoÊreviewÊyourÊdetailsÊeveryÊ6ÊmonthsÊwhenÊyouÊareÊinÊtheÊpracƟce.ÊByÊdoingÊthisÊasÊ
weÊhaveÊfoundÊthatÊourÊrateÊofÊbeingÊunableÊtoÊcontactÊpaƟentsÊhasÊdroppedÊdramaƟcally. 
  
PaƟent Test Results 
YourÊdoctorÊwillÊadviseÊyouÊwhenÊtheyÊexpectÊtheÊresultsÊofÊtestsÊorÊproceduresÊtoÊarriveÊatÊ
theÊpracƟce.ÊWeÊrequestÊthatÊyouÊcontactÊtheÊpracƟceÊtoÊfindÊoutÊifÊyourÊresultsÊareÊbackÊ
andÊmakeÊanÊappointmentÊwithÊyourÊGPÊtoÊdiscussÊwhatÊtheyÊmeanÊforÊyourÊcare.ÊÊ 
  
WeÊaƩemptÊtoÊcontactÊpaƟentsÊviaÊtelephone,ÊSMSÊorÊpostÊshouldÊyourÊdoctorÊspecificallyÊ
requestÊtoÊseeÊyouÊforÊfollowÊup.ÊPleaseÊnoteÊthatÊourÊrecepƟonÊstaffÊcannotÊgiveÊresultsÊ
overÊtheÊphoneÊorÊinÊperson.ÊOurÊpracƟceÊnursesÊMariaÊorÊSueÊmayÊbeÊableÊtoÊassistÊwithÊ
yourÊenquiry. 
 
Management of your Personal Health InformaƟon 
YourÊmedicalÊrecordÊisÊaÊconfidenƟalÊdocument.ÊItÊisÊtheÊpolicyÊofÊthisÊpracƟceÊtoÊmaintainÊ
securityÊofÊpersonalÊhealthÊinformaƟonÊatÊallÊƟmesÊandÊtoÊensureÊthatÊthisÊinformaƟonÊisÊ
onlyÊavailableÊtoÊauthorisedÊmembersÊofÊstaff.ÊWeÊabideÊbyÊtheÊtenÊNaƟonalÊPrivacyÊPrinci-
plesÊavailableÊatÊhƩp://www.privacy.gov.au/health/index.html 
 
AÊcopyÊofÊtheÊPivotalÊHealthÊPrivacyÊPolicyÊisÊavailableÊonÊrequest. 

 
Your rights 
IfÊyouÊhaveÊaÊproblemÊweÊwouldÊlikeÊtoÊhearÊaboutÊit.ÊPleaseÊfeelÊfreeÊtoÊtalkÊtoÊyourÊdoctorÊ
orÊrecepƟonist.ÊYouÊmayÊpreferÊtoÊwriteÊtoÊusÊorÊuseÊtheÊsuggesƟonÊbox.ÊWeÊtakeÊyourÊcon-
cerns,ÊsuggesƟonsÊandÊcomplaintsÊseriously.ÊAlternaƟvely,ÊaskÊtoÊseeÊtheÊPracƟceÊManagerÊ
(EmmaÊKohler)ÊregardingÊyourÊconcern,ÊwhichÊwillÊbeÊfullyÊinvesƟgatedÊandÊappropriateÊ
acƟonÊtaken.Ê 
  
ShouldÊyouÊbeÊdissaƟsfiedÊaboutÊtheÊwayÊyourÊcomplaintÊhasÊbeenÊhandledÊwithinÊtheÊclinicÊ
youÊcanÊcontactÊtheÊindependentÊbodyÊdedicatedÊtoÊimprovingÊtheÊqualityÊandÊsafetyÊofÊ
healthÊservicesÊinÊQueenslandÊ-ÊtheÊOfficeÊofÊtheÊHealthÊOmbudsmanÊonÊ133Ê646ÊorÊhƩp://
www.oho.qld.gov.au.Ê 
 

 



Fees and Billing Arrangements 
FeesÊareÊbasedÊonÊtheÊlengthÊofÊconsultaƟons,ÊwithÊaddiƟonalÊcostsÊforÊspecificÊtests,Êproce-
duresÊandÊtreatments.ÊÊFeesÊareÊdisplayedÊinÊtheÊrecepƟonÊareasÊ(onÊtheÊnoƟceÊboard);Êal-
ternaƟvelyÊpleaseÊaskÊourÊfriendlyÊrecepƟonÊstaff.ÊAÊcurrentÊlistÊofÊourÊconsultaƟonÊfeesÊcanÊ
beÊfoundÊatÊtheÊendÊofÊthisÊbrochure. 
  
FeesÊareÊpayableÊatÊtheÊƟmeÊofÊconsultaƟon,ÊweÊacceptÊcash,Êcheque,ÊEFTPOS,ÊMasterCardÊ
andÊVISA. 
  
WeÊnoÊdoÊnotÊacceptÊgapÊpaymentsÊforÊconsultaƟons.ÊShouldÊthereÊbeÊanyÊproblemsÊpayingÊ
onÊtheÊdayÊofÊconsultaƟon,ÊpleaseÊspeakÊwithÊourÊrecepƟonÊstaff,ÊpracƟceÊmanagerÊorÊwithÊ
yourÊdoctor. 
  
Confirming appointments 
ItÊisÊtheÊpolicyÊofÊtheÊpracƟceÊthatÊweÊconfirmÊappointmentsÊtheÊdayÊbeforeÊyourÊscheduledÊ
visit.ÊOurÊpreferredÊmethodÊisÊviaÊtextÊmessage,ÊfollowingÊtheÊpromptsÊthatÊHotDocÊwillÊsendÊ
you,ÊyouÊcanÊtextÊbackÊYÊorÊNÊtoÊletÊusÊknowÊifÊyouÊareÊaƩendingÊyourÊappointment.ÊAlterna-
Ɵvely,ÊifÊweÊdoÊnotÊhaveÊyourÊmobileÊphoneÊnumberÊorÊyouÊdoÊnotÊconsentÊtoÊSMSÊremind-
ersÊourÊrecepƟonÊstaffÊmayÊcontactÊyouÊviaÊtelephoneÊtoÊconfirmÊyourÊbooking. 
  
Missed or Cancelled Appointments 
WeÊrequestÊthatÊaÊminimumÊofÊ2Êhours’ÊnoƟceÊisÊgivenÊtoÊourÊrecepƟonÊstaffÊshouldÊyouÊbeÊ
unableÊtoÊkeepÊanÊappointment.ÊThereÊmayÊbeÊaÊfeeÊpayableÊforÊpaƟentsÊwhoÊdoÊnotÊaƩendÊ
appointmentsÊwithoutÊcancellingÊthem.ÊÊWeÊunderstandÊthatÊsomeƟmesÊthereÊareÊextremeÊ
circumstancesÊwhereÊyouÊmayÊnotÊbeÊableÊtoÊaƩendÊorÊcancelÊyourÊappointment.ÊPleaseÊ
discussÊthisÊwithÊÊÊÊrecepƟonÊstaffÊorÊourÊFrontÊOfficeÊManagerÊifÊthisÊoccurs. 
 
Smoking Policy 
ThisÊpracƟceÊhasÊaÊnoÊsmokingÊpolicy.ÊAsÊperÊtheÊnewÊQLDÊtobaccoÊlawsÊthereÊisÊtoÊbeÊnoÊ
smokingÊinsideÊthisÊpracƟceÊnorÊwithinÊ4ÊmetresÊofÊtheÊpracƟce’sÊfrontÊdoor. 
  
Reminder System 
OurÊpracƟceÊisÊcommiƩedÊtoÊpreventaƟveÊcare.ÊYourÊdoctorÊwillÊseekÊyourÊpermissionÊtoÊbeÊ
includedÊonÊourÊreminderÊsystem.ÊWeÊmayÊSMSÊorÊpostÊyouÊaÊreminderÊnoƟceÊfromÊƟmeÊtoÊ
ƟmeÊofferingÊyouÊpreventaƟveÊhealthÊservicesÊappropriateÊtoÊyourÊcareÊorÊremindingÊyouÊ
thatÊaÊhealthÊrelatedÊissueÊisÊdueÊtoÊbeÊreviewed.ÊÊPleaseÊnoteÊthatÊitÊisÊourÊdutyÊofÊcareÊtoÊ
remindÊyouÊofÊhealthÊrelatedÊremindersÊsuchÊasÊpapÊsmearsÊandÊskinÊchecks.ÊÊIfÊyouÊdoÊnotÊ
wishÊtoÊbeÊaÊpartÊofÊthisÊsystemÊpleaseÊdiscussÊthisÊwithÊyourÊdoctor. 

Disability Access  
WheelchairÊaccessÊisÊavailableÊviaÊtheÊfrontÊentranceÊofÊtheÊclinic.ÊWeÊhaveÊbathroomÊfacili-
ƟesÊwithinÊtheÊclinicÊthatÊhaveÊwheelchairÊaccess.ÊDisabledÊparkingÊisÊavailableÊwithinÊtheÊ
ColesÊcarÊparkÊandÊaÊ2ÊminuteÊdropÊoffÊandÊpickÊupÊareaÊhasÊbeenÊcreatedÊoutsideÊtheÊclinicÊ
onÊShoreÊStreetÊforÊyourÊconvenience.ÊOurÊpracƟceÊhasÊaÊnumberÊofÊheightÊadjustableÊbedsÊ
forÊpaƟentsÊwhoÊrequireÊaccessÊtoÊone.Ê 
 

 
TelehealthÊappointmentsÊatÊPivotalÊHealthÊareÊusuallyÊ10ÊminutesÊlongÊandÊconsultaƟonÊfeesÊ
applyÊandÊaÊMedicareÊrebateÊcanÊbeÊprocessedÊbyÊorÊrecepƟonÊteamÊ(ifÊeligible).ÊTelehealthÊ
appointmentsÊareÊalsoÊcompletedÊinÊaÊprivateÊandÊsecureÊareaÊtoÊensureÊthatÊpaƟentÊprivacyÊ
andÊconfidenƟalityÊareÊmaintained. 
 

OurÊenƟreÊTelehealthÊPolicyÊcanÊbeÊfoundÊonÊourÊwebsite. 
 

ConsultaƟonÊfeesÊcanÊbeÊfoundÊinÊtheÊfeesÊsecƟonÊofÊthisÊbrochure. 
 
Online Appointments  
AppointmentsÊcanÊbeÊmadeÊonlineÊ24ÊhoursÊaÊdayÊviaÊourÊwebsiteÊ
www.pivotalhealth.com.auÊorÊviaÊtheÊHotDocÊAppÊ(whichÊcanÊbeÊdownloadedÊfromÊtheÊAppÊ
StoreÊorÊGoogleÊPlay).ÊPleaseÊnoteÊthatÊchildhoodÊimmunisaƟonsÊcannotÊbeÊbookedÊonlineÊasÊ
weÊneedÊtoÊensureÊthatÊnursingÊƟmeÊisÊallocated.ÊShouldÊyouÊbeÊhavingÊdifficulƟesÊwithÊmak-
ingÊanÊappointmentÊonline;ÊpleaseÊcontactÊourÊrecepƟonÊteamÊorÊtheÊPracƟceÊManager. 
   
Appointments 
WeÊhaveÊaÊbookingÊsystemÊwhichÊwillÊminimiseÊwaiƟngÊ
Ɵmes.ÊWeÊneedÊyourÊhelpÊtoÊensureÊitsÊsuccess.ÊToÊavoidÊ
delayingÊotherÊpaƟentsÊweÊaskÊthatÊyouÊrequestÊlongerÊ
consultaƟonsÊforÊprocedures,Êwomen’sÊchecksÊorÊshouldÊyouÊfeelÊyouÊneedÊlongerÊwithÊtheÊ
doctor.ÊIfÊyouÊareÊunsureÊifÊyouÊneedÊaÊlongerÊappointmentÊpleaseÊaskÊourÊfriendlyÊrecepƟonÊ
staff.Ê 
  
EmergenciesÊwalkÊinÊpaƟentsÊareÊalwaysÊgivenÊpriorityÊandÊourÊstaffÊwillÊaƩemptÊtoÊcontactÊ
youÊorÊinformÊyouÊonÊyourÊarrivalÊifÊthereÊisÊanÊunforeseenÊdelayÊorÊifÊyourÊGPÊhasÊbeenÊ
calledÊaway. 
  
FromÊƟmeÊtoÊƟmeÊourÊdoctorsÊmayÊrunÊlate,ÊbeingÊlateÊcanÊbeÊstressfulÊforÊpaƟentsÊandÊstaff.ÊÊ
OneÊreasonÊweÊmayÊrunÊlateÊisÊthatÊourÊconsultaƟonsÊrunÊoverÊƟme,ÊweÊkindlyÊaskÊthatÊwhenÊ
bookingÊyourÊappointmentsÊyouÊinformÊourÊrecepƟonÊstaffÊifÊyouÊrequireÊaÊlongerÊappoint-
ment.ÊÊ 
  

DidÊyouÊknow?ÊJustÊfourÊminutesÊextraÊperÊconsultaƟonÊcanÊcauseÊtheÊdoctorÊtoÊrunÊ1ÊhourÊ
lateÊatÊtheÊendÊofÊaÊsession. 
  

ConƟnuity of Care 
ThisÊpracƟceÊencouragesÊpaƟentsÊtoÊhaveÊconƟnuityÊofÊcareÊbyÊseeingÊtheirÊregularÊtreaƟngÊ
GPÊforÊvisitsÊwhereÊpossible.ÊRecepƟonÊstaffÊmayÊaskÊwhoÊyourÊregularÊGPÊisÊatÊtheÊƟmeÊofÊ
makingÊanÊappointmentÊ(weÊdoÊendeavourÊtoÊmakeÊyourÊappointmentÊwithÊyourÊregularÊ
pracƟƟoner)ÊhoweverÊthereÊmayÊbeÊƟmesÊwhereÊthisÊisÊnotÊpossible.ÊForÊyourÊconvenience,Ê
shouldÊyourÊdoctorÊbeÊunavailableÊatÊtheÊrequestedÊƟme,ÊrecepƟonÊstaffÊmayÊofferÊyouÊanÊ
appointmentÊwithÊanÊalternaƟveÊGPÊorÊanÊalternaƟveÊƟmeÊwithÊyourÊregularÊGP.ÊWeÊdoÊen-
courageÊyouÊtoÊreturnÊtoÊyourÊusualÊGPÊforÊaÊreviewÊorÊfollowÊup. 
  



Accidents and Emergencies 
WeÊunderstandÊthatÊaccidentsÊandÊemergenciesÊcanÊoccurÊatÊanyÊƟme.ÊWeÊaskÊthatÊyouÊ
telephoneÊtheÊsurgeryÊandÊspeakÊtoÊoneÊofÊourÊpracƟceÊnursesÊfirstÊandÊyouÊwillÊbeÊadvisedÊ
ofÊtheÊappropriateÊacƟon. 
 

Home Visits 
DoctorsÊatÊPivotalÊHealthÊdoÊhomeÊvisitsÊwhenÊappropriateÊandÊareÊlimitedÊtoÊaÊ5kmÊradiusÊ
ofÊtheÊclinic.ÊThisÊincludesÊsomeÊareasÊinÊCleveland,ÊThornlandsÊandÊOrmiston.ÊHomeÊVisitsÊ
areÊrestrictedÊtoÊpaƟentsÊwhoÊareÊtooÊfrailÊorÊillÊtoÊaƩendÊtheÊclinic.ÊWeÊdoÊnotÊdoÊhomeÊ
visitsÊonÊpaƟentsÊwhoÊhaveÊnotÊbeenÊseenÊatÊtheÊclinic. 
 

Care Outside Normal Opening Hours  
ShouldÊyouÊrequireÊurgentÊmedicalÊaƩenƟonÊoutsideÊnormalÊclinicÊhoursÊHelloÊHomeÊDoc-
torÊServiceÊcanÊbeÊcontactedÊonÊ134Ê100ÊorÊNaƟonalÊHomeÊDoctorÊServiceÊonÊ13Ê74Ê25.Ê
VisitsÊareÊusuallyÊbulkÊbilled.ÊShouldÊyouÊrequireÊfurtherÊinformaƟonÊpleaseÊaskÊoneÊofÊourÊ
recepƟonÊstaff.ÊShouldÊyourÊaŌer-hoursÊmedicalÊissueÊbeÊanÊemergencyÊpleaseÊcallÊtheÊam-
bulanceÊserviceÊbyÊphoningÊ000. 
  
Telephone Access 
DoctorsÊinÊtheÊpracƟceÊmayÊbeÊcontactedÊduringÊnormalÊclinicÊhours.ÊIfÊtheÊdoctorÊisÊwithÊaÊ
paƟent,ÊaÊmessageÊwillÊbeÊtakenÊandÊourÊrecepƟonÊstaffÊwillÊadviseÊyouÊwhenÊitÊisÊlikelyÊthatÊ
theÊdoctorÊmayÊreturnÊyourÊcall.ÊYourÊcallÊwillÊalwaysÊbeÊputÊthroughÊtoÊaÊdoctorÊorÊoneÊofÊ
ourÊpracƟceÊnursesÊMariaÊLewisÊorÊSueÊDalrympleÊinÊanÊemergency. 
  
Email Access 
WeÊpreferÊthatÊyouÊdoÊnotÊemailÊtheÊdoctorsÊinÊthisÊpracƟceÊasÊtheyÊcanÊfindÊitÊdifficultÊtoÊ
respondÊtoÊemails.ÊPleaseÊdiscussÊthisÊwithÊourÊrecepƟonÊstaffÊorÊpracƟceÊmanagerÊifÊyouÊ
requireÊanÊemailÊsentÊtoÊaÊdoctor. 
 

 ThereÊmayÊbeÊoccasionsÊwhereÊweÊcanÊemailÊyouÊdirectlyÊfromÊyourÊmedicalÊrecordÊwithÊ
documentsÊsuchÊasÊmedicalÊcerƟficatesÊorÊreferrals.ÊÊÊEmailsÊsentÊviaÊtheÊpaƟentÊrecordÊwillÊ
haveÊaÊsecureÊPINÊthatÊwillÊneedÊtoÊbeÊenteredÊtoÊaccessÊtheÊfile.ÊThisÊPINÊisÊtheÊdayÊandÊ
monthÊofÊtheÊpaƟent’sÊdateÊofÊbirthÊinÊtheÊfollowingÊformatÊ(DDMM).Ê 
 
SMS 
WhereÊpossibleÊweÊuseÊmobileÊtextÊmessageÊsystemsÊforÊtheÊfollowingÊ
reasons: 
á toÊremindÊoutÊpaƟentsÊofÊhealthÊremindersÊ 
á confirmaƟonÊofÊappointments 
á non-urgentÊresultÊrecallsÊand, 
á fromÊƟmeÊtoÊƟmeÊoutÊGP’sÊmayÊsendÊaÊtextÊmessageÊtoÊaÊpaƟent’sÊ
mobileÊphoneÊviaÊourÊmedicalÊsoŌware 

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

Medical CerƟficates 
TheseÊwillÊnotÊbeÊissuedÊforÊnon-medicalÊreasonsÊapartÊfromÊbereavementÊorÊfamilyÊsupport.Ê
TheÊpaƟentÊmustÊbeÊseenÊatÊtheÊƟmeÊofÊillnessÊtoÊwriteÊaÊcerƟficate.ÊPleaseÊnoteÊthatÊmedicalÊ
cerƟficatesÊcannotÊbeÊbackÊdated.ÊPleaseÊnoteÊthatÊMedicalÊCerƟficatesÊareÊimportantÊdocu-
mentsÊandÊaÊfeeÊmayÊapplyÊshouldÊtheyÊneedÊtoÊbeÊreissued. 
  
Repeat PrescripƟons 
MedicaƟonsÊareÊnormallyÊprescribedÊatÊconsultaƟonsÊhoweverÊthereÊmayÊbeÊƟmesÊwhereÊre-
peatÊprescripƟonsÊareÊrequired.ÊÊScriptÊclinicsÊareÊforÊpaƟentsÊrequiringÊrepeat prescripƟons 
only forÊmedicaƟonÊthatÊtheyÊtakeÊregularly.  
 
ToÊaƩendÊscriptÊclinics,ÊtheÊpaƟentsÊmustÊhaveÊaƩendedÊtheÊpracƟceÊforÊaÊnormalÊappointmentÊ
inÊtheÊlastÊ6ÊmonthsÊandÊtheÊprescripƟonÊcannotÊbeÊforÊstrongÊpainÊkillers,ÊsleepingÊtabletsÊorÊ
anƟdepressantÊdrugs.ÊThereÊisÊnoÊoutÊofÊpocketÊexpenseÊforÊpaƟentsÊwhoÊaƩendÊtheÊscriptÊ
clinics.ÊÊScriptÊclinicsÊrunÊtwiceÊaÊweek,ÊbookingsÊareÊessenƟal.ÊPleaseÊaskÊourÊrecepƟonÊstaffÊforÊ
moreÊinformaƟonÊaboutÊthisÊserviceÊandÊforÊƟmes. 
 
ForÊpaƟentsÊwhoÊareÊunableÊtoÊaƩendÊaÊscriptÊclinicÊdueÊtoÊanÊillnessÊorÊinjury,ÊphoneÊrequestsÊ
forÊrepeatsÊmayÊbeÊavailableÊbut are at the prescribing doctor’s discreƟon.ÊPleaseÊnoteÊthatÊ
ourÊdoctorsÊareÊveryÊbusyÊandÊrequireÊ2ÊworkingÊdaysÊforÊrepeatÊprescripƟons.ÊShouldÊyouÊre-
quireÊanÊurgentÊscript,ÊpleaseÊdiscussÊthisÊwithÊourÊrecepƟonÊstaff.ÊÊThereÊisÊaÊfeeÊofÊ$20-$30ÊforÊ
prescripƟonsÊorderedÊoverÊtheÊphone.ÊPleaseÊnoteÊthatÊthisÊfeeÊisÊsubjectÊtoÊchange.Ê  
ThisÊpolicyÊnowÊalsoÊappliesÊtoÊpaƟentsÊwhoÊrequireÊrepeatÊprescripƟonsÊforÊWebsterÊpacks.Ê 
  
Referrals  
ReferralsÊtoÊaÊspecialistÊareÊaÊmaƩerÊforÊdiscussionÊwithÊtheÊdoctorÊduringÊconsultaƟon.Ê 
RepeatÊ/ongoingÊreferralsÊneedÊtoÊbeÊdoneÊatÊanÊappointment.ÊTheÊdoctorsÊatÊthisÊpracƟceÊ
encourageÊpaƟentsÊtoÊaƩendÊtheÊpracƟceÊforÊtheseÊissues.Ê 
  
ForÊpaƟentsÊwhoÊareÊunableÊtoÊaƩendÊaÊscriptÊclinicÊdueÊtoÊanÊillnessÊorÊinjury,ÊphoneÊrequestsÊ
forÊongoingÊreferralsÊmayÊbeÊavailableÊbut are at the referring doctor’s discreƟon.ÊPleaseÊnoteÊ
thatÊourÊdoctorsÊareÊveryÊbusyÊandÊrequireÊ2ÊworkingÊdaysÊforÊreferrals.ÊShouldÊyouÊrequireÊanÊ
urgentÊreferral,ÊpleaseÊdiscussÊthisÊwithÊourÊrecepƟonÊstaff.ÊÊThereÊisÊaÊfeeÊofÊ$20-$30ÊforÊrefer-
ralsÊorderedÊoverÊtheÊphone.ÊPleaseÊnoteÊthatÊthisÊfeeÊisÊsubjectÊtoÊchange. 
  
PleaseÊbeÊawareÊthatÊyourÊGPÊmayÊdiscloseÊpersonalÊhealthÊinformaƟonÊinÊyourÊreferral. 
  
PaƟents with Flu-like symptoms 

WeÊtakeÊkeepingÊourÊpaƟentsÊandÊstaffÊveryÊseriouslyÊandÊthereforeÊanyÊpaƟentÊagedÊ5ÊyearsÊ
andÊoverÊwhoÊareÊrequesƟngÊfaceÊtoÊfaceÊappointmentsÊandÊwhoÊhaveÊANYÊcoldÊandÊfluÊsymp-
tomsÊincludingÊbutÊnotÊlimitedÊtoÊcough,ÊrunnyÊnose,Êfever,Êasthma,Êsinus,ÊfaƟgue,ÊsoreÊthroat,Ê
vomiƟng,Êdiarrhoea,ÊshortnessÊofÊbreath,ÊachesÊandÊpains,ÊheadacheÊmustÊshowÊevidenceÊofÊaÊ
negaƟveÊRATÊtestÊpriorÊtoÊtheirÊappointment.ÊWeÊaskÊthatÊpaƟentsÊperformÊthisÊtestÊpriorÊtoÊ
arrivalÊandÊplaceÊitÊinÊaÊzipÊlockÊbagÊorÊotherÊsealedÊcontainerÊandÊbringÊitÊwithÊthemÊtoÊtheirÊ
appointment.ÊPaƟentsÊmustÊconƟnueÊtoÊwaitÊoutsideÊorÊinÊtheirÊvehicleÊÊforÊtheirÊappointmentÊ
andÊwearÊaÊmaskÊonÊentry.Ê 


