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Value Proposition

What Healthdirect Australia brings to the Australian public:

Overview
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Healthdirect – how we help support in winter
healthdirect – nurse triage phone service and Symptom Checker

During winter there are increases in use of the health system. This can 
impact local health districts in a number of ways including:

• increased emergency presentations

• pressure on access to health services.
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Our telephony and digital services support 
consumers to identify appropriate services and 
alternative referral pathways



Services: NSW specific data
healthdirect – nurse triage phone service
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Healthdirect telephony analysis:
Original Intention vs Final Disposition
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Original Intention: Call 000 or attend ED
• Many patients select a higher acuity service provider than required
• healthdirect reduces burden on emergency services

Original Intention: Home or self care
• large number of patients underestimate the severity of their illness
• healthdirect supports patients in seeking appropriate and timely health care

Original Intention: Unsure what to do
• A large number of patients are unsure what to do for their health issue 
• Guide patients in developing better health literacy



High volume telephone triage
2014 Triages by LHD
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Right Place Right Time
NSW Ambulance Secondary Triage service
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• Healthdirect Australia has an agreement in place with NSW Health for 
Secondary triage for the NSW Ambulance service

• When it is not a medical emergency callers may be transferred to the 
healthdirect

• Callers who dial 000 and meet certain criteria that indicate the caller may not 
need an ambulance are transferred to the healthdirect helpline (our nurse triage 
service)

• Callers undergo a triage and are provided advice on the type (and urgency) of 
healthcare they may need eg. See a GP in the next 72 hours

• Some callers may still be transferred back to the ambulance service if it is found 
to be necessary following further detailed assessment



Right Place Right Time
Managing NSW inappropriate 000 and ED demand
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Services: Symptom Checker ….what is it?
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Symptom Checker…what is it
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o An online tool for consumers to check their symptoms and find 
trusted information and advice on what to do next

o Developed in collaboration with the NHS (UK) and an Australian 
clinical panel including GPs and other medical specialists

o User friendly and with assurance that the information they get 
from the internet is accurate, safe and clinically sound



What it is not…
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 Not a diagnostic tool

 Not a replacement for face to face consultation

 Does not undermine or compete with relationship a GP has with their     
patients; aimed at enhancing this.

Encourages consumers to take responsibility for their health and 
improve health literacy



Works with the principal of a 
patient's “medical home”
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o Encourages a person to help themselves where appropriate, but also to 
discuss and involve their "usual GP" where ever possible and appropriate

o Aimed to work with GPs, not as a substitute to GPs



Dispositions…more than end points.
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Our services are here for you to use during 
Winter
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• Promoting healthdirect

• Recommend our website: healthdirect.gov.au

• Promote the Symptom Checker tool and NHSD

• Sourcing free consumer and health professional marketing material

For more information contact Jerry Bacich, Stakeholder Relationship Manager: 
jerry.bacich@healthdirect.org.au Phone: (02) 9263 9118


