Service Information Sheet
Family Home Doctors is an Accredited Medical Deputising Service,
providing urgent after hours mobile medical service to patients on
weeknights, weekends and public holidays.
Fully certified by Australian General Practice
Accreditation Limited (AGPAL), our team of home
doctors work in conjunction with daytime medical
services to provide patients with access to full,
comprehensive care around the clock. We service
the whole of metropolitan South Australia, with
our call centre based in Walkerville.
Our service aims to fill the gap left by general
practices, residential aged care facilities, disability
services, retirement villages and mental health
services, to ensure their patients have access to
the same high standard of medical care outside of
their respective operating hours.

We understand the added stress that patients
endure when they are not only unwell, but are
also unable to consult their medical provider of
choice — and we make an extra effort to reassure
patients in these moments, by providing medical
care that is compassionate and personable.
Medical deputising services are defined in
the RACGP Standards for general practice as
organisations which directly arrange for medical
practitioners to provide after hours medical
services to patients of practice principals during
the absence of, and at the request of, the practice
principals.

Services offered
Family Home Doctors offer urgent general practice health consultations or assessments on behalf of General
Practitioners. This includes the following:
— Urgent general medical consultations

— Urgent nursing home, elderly and aged care

— Urgent acute asthma

— Urgent palliative care assessments
and treatment

— Urgent community medicine
— Urgent disability services
— Urgent family home medicine

— Urgent acute paediatrics assessments
and treatment
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What is urgent medical care?

The Family Home Doctors process

Family Home Doctors offers urgent medical
care during the after hours to patients in need.
However, we do not provide a service for medical
emergencies. For any critical or life-threatening
symptoms, please dial triple zero (000) or go to
hospital immediately. Family Home Doctors does
not service patients who require routine medical
care. This is to be redirected to your regular GP,
as well as any urgent medical care issues which
occur during business hours (outside of our after
hours scope).

When you call Family Home Doctors, you come
through to our Call Centre based in Walkerville,
South Australia. Our Call Centre Representatives
are trained in triage procedures, and regularly
attend courses to keep up to date according to
the latest RACGP standards.

When to call Family Home Doctors
As Family Home Doctors is an after hours service,
we are open weeknights, weekends and public
holidays. Our Call Centre is open to take bookings
from 6pm on weekdays, 12pm on Saturdays and
24 hours on Sundays and public holidays. Our
doctors are on the road visiting patients from
6pm weeknights, 12pm weekdays and 24 hours
on Sundays and public holidays.
Please note that due to regulations we cannot
take bookings, nor can our doctors operate
outside of these times. Our administration office
is open 8am to 4pm Monday to Friday for any
general enquiries.

After your booking has been made, we can
provide doctors’ ETA to keep you continually
informed. We aim for our average waiting time to
be no longer than one to four hours. Please note
our doctors can be delayed sometimes due to
peak busy periods, extreme weather, lengthened
consultations with previous patients, or from
waiting for an ambulance to arrive for a patient.
We ask that you keep us updated if your symptoms
change or worsen, as we can assess the situation
again. For patients with language barriers, our
doctors use Translating and Interpreter Services
(TIS) to help with the process and make you feel
as comfortable as possible.
Once your doctor visit is complete, your
consultation notes are sent within 24 hours to
your nominated regular GP.
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Our Doctors

How we work with your GP

Family Home Doctors’ medical team consists of
fully qualified doctors with a focus on providing
medical care in-line with Medical Board of Australia
doctors code of conduct. All of our doctors are fully
registered with the Australian Health Practitioner
Regulation Agency (AHPRA), and have more than
3 years of postgraduate experience in general
practice, paediatrics and emergency medicine.
Our doctors regularly attend meetings to remain
updated with the latest changes in medicine and
the after hours’ industry.

Family Home Doctors works to fill the gap when
your regular GP is closed and you require urgent
medical care. We connect with clinics around
Adelaide so that you are aware of all your care
options during the after hours period. Some
clinics divert their phone calls to us when they are
closed, and therefore your call may come through
to us when you intended to call your regular GP.
We provide these clinics with our materials to
put in their waiting rooms, so that you can have
access to all the information you need.

Payment information

Within 24 hours of your visit from one of our
doctors, your consultation notes are sent to your
regular GP via fax or HealthLink. This is to ensure
your doctor is fully informed of your visit and any
medical concerns, in order to have continuous
care.

Family Home Doctors provides services that are
100% bulk billed. We will do the claiming processes
on behalf of you if you are a Medicare card holder
or with the following insurance providers:
• 100% bulk billed for Medicare and DVA cards holders
• 100% bulk billed for students and visitors of Australia’s
private healthcare card holders (Bupa and HCF)
• If you are covered by Medibank under OSHC, you will
be 100% bulk billed. However if you are a working adult
or visitor with Medibank and do not hold a Medicare
card, you will be charged a 15% gap fee, to be paid in
cash when the doctor arrives.

We regularly gather feedback from our connected
clinics to improve how we work alongside them,
and how we can better provide support in the
after hours. You can provide your GP feedback
about our service, and they will pass this along to
us. Alternatively, you can contact us directly with
more information about this process on the next
page.

• For patients without Medicare, DVA, or the health
insurances mentioned, there is an out-of-pocket fee
which will be advised at time of booking. A receipt is
issued within 5 business days.
• We can provide a receipt for overseas visitors who use
our service, for insurance claiming purposes
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Following up test results

Feedback and complaints

If one of our doctors refers you for a pathology or
radiology test, any test results will be forwarded to
your regular GP. It is important to contact your regular
clinic regarding your results, so that comprehensive
and continuous care can be provided.

At Family Home Doctors we always aim to
improve our operations and processes. If you
wish to provide any feedback, suggestions or
make a complaint, please contact us via email to
admin@familyhomedoctor.com.au, or go online at
www.familyhomedoctor.com.au. Alternatively, you
can contact us on 08 7231 1610.

Patients information
All medical records are kept confidential and the
management of all personal health information
is regulated by the Commonwealth Privacy
Act 1988. This information is never given to a
third party unless explicitly authorised. If you
have any enquiries regarding your information,
please contact us on 08 7231 1610 or email us at
fhd@familyhomedoctor.com.au

Your complaint will be directed to the relevant party,
whether that be the Clinical Director, Business
Manager or Call Centre Team Leaders.
We will respond to your query or complaint as soon
as possible, however please note the process can
take up to 28 days.
If you are not happy with how we have dealt
with your complaint(s), please contact:
South Australian Health and Community Services
Complaints Commissioner
Phone 08 8226 8666
Freecall 1800 232 007
Email: info@hcscc.sa.gov.au

For further information regarding this information sheet or our services in general, please email
admin@familyhomedoctor.com.au or call 08 7231 1610 between 8am and 4pm Monday to Friday.

1300 695 628 (1300 MY LOCUM)
www.familyhomedoctor.com.au
@familyhomedoctor

Gawler

Angle
Vale

Waterloo
Corner

Penfield
Blakeview

Areas of
Coverage

Edinburgh

Gepps
Cross

Outer
Harbor

Golden
Grove

Brahma
Lodge

Mawson
Lakes

Modbury

Rosewater

Semaphore

Highbury

Enfield
Athelstone
Croydon
Marden
Henley
Beach
Lockleys

Glenside

Westbourne
Park

Glenelg

Magill

Adelaide

Mitcham

Marion

Coromandel
Valley

Seaview
Downs
Flagstaff
Hill
Hallett
Cove
Reynella
Lonsdale

Noarlunga

Seaford

Maslin
Beach

Aldinga

Morphett
Vale
Onkaparinga
Hills

McLaren
Vale

Our services are currently available to all
metropolitan areas of South Australia. For a
compehensive list of all included postcodes,
visit familyhomedoctor.com.au
Please note that occasionally our doctors will travel
outside of this area if they are nearby. Simply contact the
Call Centre on 1300 695 628 (1300 MY LOCUM) to find
out if a doctor can visit you.

1300 695 628 (1300 MY LOCUM)
www.familyhomedoctor.com.au
@familyhomedoctor
Last updated January 2019

