Patient Onboarding Policy and Procedure
(SC8)

Policy Statement
Health United’s Patient Onboarding Policy and Procedure ensures that new patients are efficiently and effectively integrated into the healthcare system, receive the necessary information, and understand their rights and responsibilities to make informed decisions.
We strive to establish an onboarding process that meets regulatory requirements, enhances the overall patient experience and improves health outcomes.

Scope
This policy applies to patients, staff, management, medical professionals, students and visitors of Health United.

Background
At Health United, our patient’s safety, dignity and wellbeing are paramount to our core values and objectives.
Our mission is ‘to deliver comprehensive allied health services with compassion, innovation and excellence. Through collaborative efforts, we strive to optimise patient outcomes, promote wellness and foster a culture of inclusivity and respect within our communities.’
Therefore, it is important that our onboarding process is tailored to our healthcare facility’s specific needs and practices. Health United staff consider factors such as the types of services offered, patient demographics and regulatory requirements when completing the process.
Regular review and updates to the policy and procedure are also necessary to reflect changes in best practices, technology or regulations.

Legislative Requirements
· National Registration and Accreditation Scheme (NRAS)
· Health Practitioner Regulation National Law (NSW)
· Private Health Facilities Act 2007
· Health Services Regulation 2013
Principles that Inform our Policy
All decisions about our Patient Onboarding Procedure are made in accordance with the principles of our Patient Onboarding Policy.
Our Patient Onboarding Policy and Procedure is guided by several key principles to ensure a smooth and effective integration of new patients into the healthcare system.
These principles include:
1. Patient-Centred Care: The policy prioritises the needs, preferences and values of patients, ensuring that their experience is personalised and respectful of their individual circumstances.
2. Accessibility: It ensures that the onboarding process is accessible to all patients, regardless of their background, language proficiency or physical abilities, by providing information in multiple formats and accommodating special needs as necessary.
3. Transparency: The policy promotes transparency by providing clear and comprehensive information to patients about the registration process, financial responsibilities, healthcare services, and their rights and responsibilities as patients.
4. Privacy and Confidentiality: It upholds the principles of patient privacy and confidentiality by adhering to relevant laws and regulations and implementing secure procedures for handling patient information.
5. Empowerment: The policy aims to empower patients by educating them about their medical conditions, treatment options and how to navigate the healthcare system effectively, enabling them to make informed decisions about their health and care.
6. Continuity of Care: It supports continuity of care by facilitating communication and coordination between different healthcare providers and departments, ensuring that new patients receive timely and appropriate follow-up care after their initial onboarding.
7. Quality Improvement: The policy emphasises the importance of continuous quality improvement by regularly reviewing and updating the onboarding process based on feedback from patients and staff and changes in best practices or regulations.
8. Ethical Practice: It promotes ethical practice by maintaining high standards of professionalism, integrity, and accountability in all interactions with patients and by respecting their autonomy, dignity and rights.
Key Terms
	Term
	Meaning
	Source

	Onboarding
	Onboarding is the process by which patients are welcomed and oriented into a provider’s practice.
	SCAN Health Plan

	Patient-centred
	Systematic evaluation of an individual’s risk factors for falls to identify those at increased risk.
	National Institute of Health

	Empowerment
	Authority or power given to someone to do something.
	Oxford Dictionary

	Ethical practice
	The standards of professional conduct that any industry professional is expected to uphold.
	IGA Global



Links to other Policies and Documents
· Duty of Care Policy and Procedure
· Patient Onboarding Checklist
· Patient Management Policy and Procedure
· My Health Record System Policy and Procedure

Induction and Ongoing Training
Health United requires that induction and ongoing training of all staff include the Patient Onboarding Policy and Procedure to enable them to fulfil their roles effectively. In addition, the organisation promotes information sharing at staff meetings, sharing information received from industry trends or changes in legislation and consultation at policy review sessions.

Policy Created/Reviewed
	Policy Created/Reviewed
	Modifications
	Next Review Date

	Implemented March 2024
	
	March 2025




Monitoring, Evaluation and Review
This policy will be reviewed annually or upon the occurrence of any relevant legislative change. Health United management will conduct reviews in consultation with educators at staff meetings.

Patient Onboarding Procedure
The management is responsible for ensuring the implementation of and compliance with the Patient Onboarding Policy and Procedure.
Staff members are responsible for adhering to the policy and organising, conducting and evaluating/ reviewing onboarding processes.

Appointment Confirmation:
1. Confirm the patient’s appointment date and time.
2. Ensure that all necessary paperwork is prepared in advance.

Welcome Package:
1. Provide the patient with a welcome package containing essential information about the facility, services offered and contact details.
2. Include any forms that need to be filled out, such as medical history or consent forms.

Personal Information Collection:
1. Collect basic personal information such as name, date of birth, address, phone number and email address.
2. Verify insurance information and collect any relevant insurance cards.

Medical History Review:
1. Review the patient’s medical history to understand any pre-existing conditions, allergies, medications or past treatments.
2. Ensure all relevant medical records are obtained from the patient’s previous healthcare providers or the facility’s internal records system.

Consent Forms:
1. Have the patient sign consent forms for treatment, release of medical information and any other necessary procedures.
2. Clearly explain the purpose and implications of each form before obtaining the patient’s signature.

Billing and Payment Information:
1. Discuss billing procedures, payment options and any financial responsibilities the patient may have.
2. Collect payment or co-payments as required.

Appointment Scheduling:
1. Schedule follow-up appointments or treatments as necessary.
2. Provide the patient with a schedule of upcoming appointments and instructions for any necessary preparations.

Facility Orientation:
1. Provide a brief orientation of the facility, including where to check in for appointments, restroom locations and any amenities available to patients.
2. Introduce the patient to key staff members who will be involved in their care.

Patient Education:
1. Provide educational materials relevant to the patient’s condition or treatment plan.
2. Ensure the patient understands their diagnosis, treatment options and any lifestyle modifications or self-care instructions.

Follow-up Communication:
1. Provide the patient with contact information for any questions or concerns that may arise after their visit.
2. Schedule a follow-up call or appointment to check on the patient’s progress and address any issues that may have arisen.



Patient Feedback:
1. Encourage the patient to provide feedback on their experience at the facility.
2. Provide a mechanism for the patient to submit feedback anonymously if preferred.

Closure and Departure:
1. Thank the patient for choosing the facility and express appreciation for their trust in the healthcare team.
2. Ensure the patient has all necessary documentation, prescriptions and appointment reminders before they leave.

