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Patient Information Brochure

PRACTICE HOURS – Medical Services are provided Monday – Friday 9am -5pm
APPOINTMENTS – These may be made by visiting the practice or phoning the practice on (03)58817597 between 9:30am – 4:30pm Monday – Friday.  For existing patients only,  booking can also be made via Health engine Shiloh Medical Practice - Book an Appointment Online .
You will be offered the earliest opportunity available for your preferred Doctor. If your appointment is considered an emergency / urgent, staff will arrange for you to be seen on the same day. 
Longer appointments are available, and it is advisable to inform staff at the time of making the appointment.
EMERGENCY AND AFTERCARE HOURS – In the case of an emergency between 5-m and 9am and on weekends and public holidays, please call 000 for an ambulance or if you require urgent medical attention, please present to the emergency department at the Deniliquin Hospital , 411 Charlotte St, Deniliquin or phone them on (03)58822800. All afterhours care can be obtained at the Emergency Department. 
SERVICES AVAILABLE – We have a visiting cardiologist and general surgeon once a month, Dorevitch Pathology daily and a Registered Nurse available five days a week.
DOCTOR COMMUNICATION – Doctors are not always available to take phone calls during clinic times. Staff will advise if unavailable and take a message.
PATIENT RESULTS – Results will not be given out by staff over the phone unless advised prior by the Doctor. All other results will be given personally by the Doctor. Confidentiality is of the utmost importance and results will not be given to a third party unless personally consented by the relevant patient. Pre-employment conditions for staff are to sign a confidentiality agreement as part of employment privacy / confidentiality protocol. 
SPECIALIST APPOINTMENTS – If you are referred on for tests or to a specialist there may be further costs involved including same day payments. We recommend that you check when making your appointment so that you are aware of any further costs.
HOME VISITS – Arrangements for a home visit can be made in circumstances where illness or limited mobility occurs and will be scheduled in conjunction with the Doctor through our appointment book.
INTERPRETERS – Doctors at the practice can arrange for a phone interpreter. Please enquire with reception when booking appointments so arrangements can be made with the Telephone Interpreter Service (TIS).
PATIENT DETAILS – Reception staff ask patients for contact and administrative details on arrival for every appointment at the practice. We request that patients notify us if any of their details have changed. 
PATIENT SURVEYS – These are distributed in order that we can assess practice performance. Suggestions on improving the practice are always welcome. A suggestion box is kept on the reception desk. These can by made anonymous, and we welcome your feedback. 
RECALLS AND REMINDERS – These are used to provide preventative and follow up care for our patients and assist in ensuring health checks and updated care is ongoing. You will be informed when it is time for a review or follow up. The reminder system includes checks to help with prevention or early detection of certain conditions including Diabetes, Chronic Heart Disease, Cervical Cancer, and immunisation schedules. In some cases, the reminders can also be sent from other sources Eg. Government / ACIR for Cervical Screening. Once you have attended testing, you will be notified by the practice via phone call if a recall appointment is required with your Doctor to discuss your results. A recall appointment will then be made at a suitable time.
CONSULTATION FEES – Fees are in accordance with AMA and are payable on the day of consultation. A routine consultation fees depend on the Health Professional you are seeing and length of appointment. Please see our fee structure for further information. 
Our billing system refunds from medicare and can be reimbursed immediately through your EFTPOS card.   All children under the age of 16 are bulk billed.
HEALTH RECORDS – All records are stored securely as per the Privacy Act (1988). If medical records are required Eg Moving to another town – a transfer form signed by the patient is required before any medical information is released to a patient or third party. This may incur a cost. Patients also have the right to request access to their medical records. 
COMPLAINTS – If for any reason, you may wish to make a complaint, please do so in writing via post to PO BOX 172 Deniliquin, NSW, 2710 or via email to either the Practice Principal sydney.paul@shilohmedical.com.au or Practice manager manaer.accounts@shilohmedical.com.au and mark as confidential. This will only be opened by the addressee. Complaints may also be made to the NSW Health Commission on 1800 043 159 or in writing to Level 13, 232 Castlereagh St, Sydney NSW 2000 or by fax (02) 92814585 or email hcc@hcc.nsw.gov.au
