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Communication Policy 
 

 
Introduction 
Kirrae Health Service (KHS) is committed to providing a platform for effective communication 
across our organisation and amongst our stakeholders.  This policy and any other written 
communication will be in plain English.  
 
Purpose 
The purpose of this policy is to clearly outline the expectations KHS has of its staff in 
communicating and to establish the principles and rules that guide the organisation's 
decisions when it comes to communication. 
 
Policy Objectives 
Our aim is to facilitate optimal communication opportunities with our clients.  
 
Principles 
The following principles underpin our Communications Policy at KHS: 
 

• Our service endeavours to provide clients with access to timely advice or information 
about their clinical care. 

• Transparency of communication 

• Ensure community voices are represented at KHS 

• Internal communication strategies will be in place  

• Communication strategies for external agencies will be in place 
 

Definitions 
 

MAC – My Aged Care 
My Aged Care is the starting point to access government-funded aged care services. 

 
Policy Statement 
KHS will ensure that all staff, volunteers, Board Members, General practitioners and visiting 
services including allied health providers are fully and accurately informed in a timely way of 
all relevant activities, policies and procedures to enable them to be as effective as possible 
in their role. KHS will review and improve our procedures for communication as needed.  
The principle of a two-way flow of information and discussion will be embedded in 
communication procedures, providing for feedback and sharing of opinions. 
 
Scope 
 
This policy applies to all Board, staff members, visiting services, volunteers and clients at 
Kirrae Health Service.  This policy works in conjunction with all other Kirrae Health Service 
policies and procedures. 
 
Policy Guidelines and Procedures 
 
Communication to our community and clients, including access to timely advice or 
information about their clinical care can occur through the following channels:  
 
Results – it is KHS policy that results will be given out during a follow up consultation with a 
doctor or if the doctor gives direction to our Registered Nurses or Aboriginal Health Workers 
to review with the client. 
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Face to face – this can be via consultation with our doctors, nurses or other staff members.  
 
Telephone – Clients are able to contact KHS via telephone between the hours of 9am and 
4pm Monday to Friday. 
 
As the first point of contact, reception will work to make sure they are correctly addressing or 
triaging a client’s needs and concerns using the triage support guide. Reception will often 
need to ask questions to determine that the client receives the most appropriate care, at the 
most appropriate time. At times clients may also be referred to speak to one of our nurses to 
determine the urgency or best course of action for their issue or concern. 
 
Phone calls from clients requesting to speak to the doctor will not generally be put 
through at the time of the call. This is to minimise disruption to the doctor as they are usually 
in consultation with another client and respectfully not wanting to interrupt their consultation. 
Doctors may take phone calls if time permits. 
 
Reception staff will ask clients to briefly explain the reason for the call and will determine if 
the doctor should be interrupted or if a message can be given to the doctor to return the call 
at a later time. This may be throughout the day or after the doctor has finished consulting for 
the day. Where clinically significant information is discussed, a note will be made in the 
clients file. 
 
Fax – Faxes received that are client related are scanned into the client’s file. These are then 
reviewed and actioned by the doctor. Any urgent client related faxes are immediately handed 
to the doctor or if not available a Registered Nurse or Aboriginal Health Worker in the service 
will review the fax. All non-client related faxes are given to the relevant staff member. 
 
All outgoing faxes will be accompanied with a service cover sheet advising details of who the 
fax is addressed to, fax number, number of pages. 
 
Email – Emails regarding client information will be encrypted. Whilst we make every effort to 
keep your information secure it is important for clients to understand the risks associated 
with electronic communication, in that the information could potentially be compromised and 
accessed by someone other than the intended recipient. Clients must be aware that any 
communication they direct to the clinic via email is NOT secure and confidentiality cannot be 
guaranteed. Clients communicating through email do so at their own risk. 
 
Office 360 encrypted messaging system enabled for KHS staff to securely send clinical 
information as required. 
 
If a clients chooses to contact KHS via email this will be considered as client consent to reply 
via email.  Our emails will be checked on a regular basis, however they are not constantly 
monitored. If a client has an issue that requires urgent attention we request that they contact 
the service via telephone.  During our two week shut down period over Christmas and New 
Year, clients will be referred to alternate clinics  
 
SMS – SMS messages are sent for a variety of health management purposes from KHS 
work mobile phones.  Clients must be aware that if another person can access their mobile 
phone then the confidentiality of these communications cannot be protected by KHS. 
 
These may include: 
 

• Appointment reminders – a reminder message will be sent the day prior to your 
appointment. 

• Health reminders (e.g. cervical screening/care plans etc). 
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• Health recalls (e.g. follow up of test results) We need to ensure that your mobile 
number is up to date at each visit to ensure that this information is sent to the correct 
number. Clients must be aware that if another person can access their mobile phone 
then the confidentiality of these communications cannot be protected by the service. 

 
Post – Letters may be sent offering services available to eligible clients and for health 
reminders and recalls for clients who do not have a mobile number.  Community newsletters 
may be posted to community members and interested clients. 
 
Incoming mail is collected and opened each day and date stamped. Letters received that 
are client related are directly scanned in the client’s medical record and allocated to a 
clinician. These are then reviewed and actioned by the doctor or relevant team. All remaining 
letters are provided to the addressee. 
 
Website The service’s website is updated regularly with new information. You can also 
locate our opening hours, history of the service, services available, information regarding our 
fees and services,  view our doctors profiles, our contact information ad helpful resources. 
 
Facebook and Instagram – provides general health updates, service information, 
information on upcoming activities and special events, appointment vacancies. These pages 
are for announcements only and not for the provision of individual medical advice. If you 
have any queries or questions, we ask that you please contact the service via telephone. 
 
Internal Communications 
Transparency and timely communication is key at Kirrae.  Internal communication will always 
attempt to include as many staff as possible, ensuring community voices are represented, 
being mindful of Plan, Do, Check, Act (PDCA) principles, Kirrae’s Code of Conduct and 
confidentiality. 
 
National Relay Service 
The National Relay Service (NRS) can help if a client is deaf or finds it hard to hear or speak 
to hearing people on the phone.  The service is free and confidential and KHS can assist 
clients with this service.  Any use of this service or other communication services used will 
be documented in the clients record. 
 
Translating and Interpreting Service 
KHS is registered with the Translating and Interpreting Service (TIS). TIS Online allows us to 
request TIS National on-site, video remote and pre-booked interpreter bookings to assist 
with health care needs. Any use of this service or other communication services used will be 
documented in the clients record. 
 
Further tips for staff communicating with people with communication difficulties can be found 
in the MAC and CHSP client intake process. 
 
 
 
 

Staff Internal communication strategies will include: 
 

• Appointment reminders – via sms or phone call 

• Health reminders such as health checks, cervical screening, care plans, health 

recalls etc 

• Hallway meetings where staff gather to plan events or discuss urgent matters that 

arise 

• Management meetings, including meeting minutes 
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• Staff meetings, including meeting minutes 

• Team meetings, including meeting minutes 

• Teams messaging 

• Quarterly Board of Management meetings, including meeting minutes 

• One to one meetings 

• Case management or allocation meetings 

• Emails 

• Posters 

• Community Newsletters 

• Notice Boards 

• Internal reports as per Planning and Evaluation Framework 

• Staff surveys 

• Butcher’s Paper displays to capture staff and volunteer thoughts and ideas 

• Teams Walkie Talking in the case of an emergency 

• Open door policy – every management team members door is open to all staff and 

volunteers with the goal of positive open communication, to express ideas, 

improvements, concerns, feedback and discuss matters of importance to staff 

 

In the event of an emergency a Communication Officers may be appointed to communicate 

with: 

 

• Emergency services 

• Staff 

• Clients 

• The Board of Management 

• Funding bodies 

• Governing Agencies 

• Media Outlets 

 

Communication Officers will work in line with the Decision Making and Delegations Policy,  

Delegations Register and Business Continuity Plan. 

 
 

External Communications 
 
External communication strategies may include: 
 

• Monthly community newsletters 

• Community Sign 

• KHS social media 

• Promotional flyers and posters 

• Email 

• Advertising campaigns via local buses, radio, TV 

• Surveys 

• Open door policy for community 

• Butcher’s Paper displays to capture community thoughts and ideas 

• KHS website 

• Local Koori Grapevine – word of mouth 
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Roles and Responsibilities 
 
Board of Management 

• To ensure appropriate Communication Policy and Procedures are implemented, 
communicated and reviewed 

 
Practice Manager 

• The Practice Manager of Kirrae Health Service is responsible for overseeing the 
implementation, communication and review of the Communications Policy across the 
organisation 

• Monitor any risk management related to communication and implement risk 
management measures 

• Delegate communication officer roles as required in the event of an emergency 
 
Management 

• Oversee communication management processes across each Team 

• Participate in minimising risks relating to communications management 

• Ensure all visiting services are familiar with the Communications Policy 
 
Staff 

• It is the responsibility of each individual to ensure that the KHS Communications 
Policy and all related procedures are clearly understood and practiced 

 
Related Documents 
 

• Quality Manual 

• Privacy Policy 

• Clinical Governance Framework 

• Decision Making and Delegations Policy 

• Delegations Register 

• Business Continuity Plan 

• Client Intake Process MAC and CHSP 

• TIS and NRS information 
 
Review 
 
This policy will be reviewed every two years 


