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COMMUNICATION POLICY 

Purpose 

This policy outlines how staff and providers at My Health City, communicate with 
patients, caregivers, and among internal teams to ensure clarity, confidentiality, and 
quality of care. 

 

1. General Communication Standards  

• All communication must be professional, respectful, and compliant with HIPAA 
regulations. 

• Staff must verify patient identity (name and date of birth) before discussing any 
health information. 

• Communications should be documented in the patient’s medical record when 
relevant. 

 

2. Modes of Communication 

A. Telephone 

• Incoming calls will be answered during regular business hours:  

o Hope Island: Mon to Fri: 7:30am – 5:00pm, Saturday & Sunday: 8:00am – 
12:00pm, Public Holidays: 8:00am – 1:00pm 

o Pimpama: Mon to Fri: 8:00am – 5:00pm, Saturday: 8:00am – 1:00pm, 
Sunday: 8:00am – 4:00pm, Public Holidays: 8:00am – 1:00pm. 

• Non-urgent messages will be contacted within 48 business hours  

• The IVR recording on the phone mentions – After Hours – to contact 13SICK, if 
our medical practice is closed. We have a contract with 13SICK where if the 
patient is seen after hours, a copy of their treatment / consult is provided to their 
doctor the next day for continuity of care. 

B. Email 

• Only secure email platforms approved by the practice may be used to send 
patient-related information. 

• Non-urgent email responses will be sent within 48 business hours. 
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• Patients are discouraged from sending urgent or emergency issues via email. 

C. Text Messaging 

• Text messages are used for appointment reminders, confirmations, and basic 
practice updates. 

• No medical advice or confidential health information will be sent via text. 

• Patients must opt-in to receive text communications. 

 

3. Internal Communication 

• Clinical staff must use secure internal messaging systems for team 
communication. 

• All handoffs must include clear documentation to ensure continuity of care. 

 

4. Confidentiality & Consent 

• Patients must provide consent for communication through unsecured channels 
(e.g., regular email). 

• Any breach of confidentiality must be reported immediately to the Practice 
Manager and the Practice Owner / Doctor. 

 

5. Emergency Communication 

• In a medical emergency, patients are instructed to call 000 or go to the nearest 
emergency hospital. 

• The practice is not responsible for delayed responses or email messages in 
urgent situations. 

 

6. Policy Review 

This policy is reviewed annually and updated as needed to stay current with best 
practices, legal requirements, and technological advances. 
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Effective Date: 12th August 2025 
Reviewed by: Jas Kaur (Practice Manager) 
Next Review Date: 15th August 2026 


