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Welcome to Inspire Health

The purpose of this handbook is to provide information on how we operate, what our policies
are and what you can expect from us, and what we expect from you and your whanau.

We aspire to provide great health care for all. We operate as a team with mutual respect for
each members strength, talent, and gift.

OUR VISION and MISSION:

Healing and creating better health through compassion, trust and cooperation. We thrive on
our passion to serve, improve, inspire and empower others.

How to find us:

1 Filly Place
Yaldhurst
Christchurch 8042

Tel: 03372 5190
Fax: 03 372 5191

General email: admin@inspirehealth.co.nz

Feedback email: feedback@inspirehealth.co.nz

Opening hours Monday to Friday
8:30am to 5spm

We are also on 0 or the internet at Inspirehealth.co.nz

THIS DOCUMENT PROVIDES IMPORTANT INFORMATION ABOUT HOW OUR
PRACTICE OPERATES, WHAT YOU CAN EXPECT FROM US, AND WHAT WE EXPECT
FROM YOU. UNDERSTANDING THIS INFORMATION WILL HELP US PROVIDE YOU

WITH THE BEST POSSIBLE CARE.
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If you need medical assistance outside of our opening hours you have a few options.

The Pegasus 24 hours surgery at 401 Madras St in the city can help. This service is not funded
and will cost you more than a GP. Please see their website for information
www.24hoursurgery.co.nz

@ msrine
4 Practice

Practice Plus provides virtual consults. This means you can make a call, or video chat from
your phone, tablet or laptop.

We are pleased to offer another option for after hours GP appointments. We have partnered up
with Practice Plus, who are able to provide virtual, after hours GP consultation.

Weekdays spm - 10pm

Weekends 8am - 8pm

Need medical advice, a prescription, treatment, or a medical certificate after hours? Practice
Plus provides convenient online consultations with a GP.

All you need is an internet connection and a smartphone, tablet, or computer with a camera
and speakers.

You can choose to join the queue for the next available GP or book an appointment for a time
that suits you. Before your consultation, you'll enter some basic details and your payment
information. Your card will only be charged once your consultation is complete, and a receipt
will be emailed to you.

At your appointment time, simply click the secure link sent by text or email (we recommend
joining 5 minutes early). You'll wait in a virtual waiting room until the GP joins.

If a prescription is required, it can be sent directly to your preferred pharmacy. A summary of

your consultation will also be shared with your regular GP to ensure continuity of care, unless
you request otherwise.
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Tips for the virtual consultation.

Have your current medications handy and have a pen and paper to write down what you want to
discuss, and any follow up actions.

Choose somewhere private where you can talk freely and safely. If others are present, let the GP
know, you can use the chat function if needed.

Hands-free devices offer a better call experience. If you are using a smartphone or tablet, find a
way to prop it so you can move around freely.

Check you are clear about instructions during the appointment for medication, work certificates,
self-care advice at home, and warning signs you need to seek further care.

Cost for a consultation:
Adults (14+): Without CSC $65 | With CSC 19.50
Child (13 and under): Without CSC $55 | With CSC $19.50

You can visit the website for more information — https://practiceplus.nz/ and Frequently Asked
Questions (FAQ) — https://practiceplus.nz/fags/
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WHAT WE EXPECT FROM YOU, THE PATIENT

RESPECT

We expect you to treat our staff, other patients, therapists and specialists with respect and
dignity.

COMMUNICATION

Clear and respectful communication helps us provide you with the best possible care. Please
let us know what you need, provide information that is relevant to your care, and notify us as
soon as possible if you are running late or need to cancel an appointment.

Good communication helps appointments run smoothly, reduces confusion and delays, and
ensures we can provide timely care for all our patients. We are committed to open, respectful,
two-way communication and ask that you work with us in the same way.

PARTICIPATION

Please participate in your treatment. This means asking questions and making choices about
your treatment and care, following up, and being proactive in your health.

o-®
ABUSE IN OUR WORKPLACE @~

We love healthcare, and we want our clinic to be a relaxed, positive, and stress-free
environment for our staff, patients, and visitors. The atmosphere we create matters. When
someone brings aggression or negativity into our clinic, the effects are felt by everyone and
can impact the experience of patients and staff throughout the day.

Our team always strives to provide the best care and service possible. Sometimes
circumstances beyond our control—such as GP availability, staff illness, high patient demand,
or unforeseen events—can make this challenging. We appreciate your patience and
understanding when this happens.

With that in mind, we have a ZERO TOLERANCE policy towards aggressive behaviour. No
one deserves to be shouted at in their workplace—or anywhere. We will not tolerate verbal
abuse, intimidation, threats, or physical aggression in any form.

If your behaviour is unacceptable, you will be asked to stop. You may be asked to leave the
clinic, and repeated or serious incidents may result in your unenrolment from our practice.
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DNA - “Did not arrive” charges

Appointments with our GPs and nurses are in high demand. We would love to offer more
same-day appointments, but demand across the health sector continues to exceed capacity.
We are proud to have one of the higher appointment availability rates in the area, and we
work hard to keep it that way.

When an appointment is missed without notice, that consultation is wasted. It could have
been offered to another patient who needed care, and it also represents lost income that
could otherwise be invested in improving our services and employing more staff.

Appointment times are valuable. If you need to cancel, please let us know at least 2 hours
before your appointment so we have the opportunity to offer that time to another patient.

If you do not attend your appointment or fail to provide the required notice, a Did Not Arrive
(DNA) fee will apply. The DNA fee is currently $20

WHAT WE WILL DO FORYOU
OUR SERVICES
General practice consultations Diabetes clinics
ACC consultation Minor surgery
Drivers licence medical Liquid nitrogen
Immunisation clinics Travel vaccines

Cervical screening

ENROLMENT

Providing timely, high-quality healthcare is important to us. To maintain good access to
appointments, we carefully manage our enrolment numbers.

If you do not visit the practice for three years, your enrolment will automatically lapse. Before
this happens, we will attempt to contact you to confirm that you wish to remain enrolled. If we
are unable to reach you, your enrolment may be cancelled and your access to our services
may be affected.

To remain eligible for publicly funded healthcare in New Zealand, you must be present in New
Zealand for at least 183 days in any 12-month period. If you plan to be overseas for longer
than this, or if you are moving overseas permanently, please let us know. If we become aware
that you have been out of New Zealand for more than 183 days, we are required to remove
your enrolment.
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PRIVACY

Our Patient Health Privacy statement outlines our information handling, why we collect the
information and who will have access to it.

We also consider privacy obligations when collecting information in a setting that could allow
other people to overhear, e.g. reception:

£ Itis reasonable to expect patients to provide their full name in the reception
area.

£ Itis unreasonable to collect sensitive information in a public area where the
individual might be overheard.

£ Where practical, we use printed forms to collect sensitive information.

Accessing records for family members - The Privacy Act and Health Information Privacy Code
do not allow us to disclose information to others, including family members, except in special
circumstances (e.g. to a parent of a child). If you would like a family member to be able to
access your health information or talk to your health provider, please complete an authority
form available from reception.

PATIENT PORTAL
Indici, our patient portal, is free to join and allows you to:

= Book appointments

£ Order repeat prescriptions

£ View your results

£ View your account online

% Receive notifications of results, messages and invoices

Please call or visit reception to setup your Indici account.

APPOINTMENTS

A standard appointment is 15 minutes, which is generally enough time to discuss one or two
issues. If you have more than this, please book a double appointment. This allows your
clinician enough time to properly assess your concerns and may incur an additional fee.

Within those 15 minutes, your clinician must also review your medical history, examine you,
make a diagnosis, arrange tests or referrals, prescribe medication where appropriate,
document your consultation, and complete any required administration. This leaves
approximately 10-12 minutes to focus on the reason for your visit. Allowing enough time for
each patient is essential to providing safe, high-quality healthcare.

Patients often ask why GPs run behind. Common reasons include patients presenting with

multiple or complex issues, late arrivals, urgent medical needs, and the unpredictable nature
of healthcare. While we do our best to stay on time, delays are sometimes unavoidable.
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If your appointment time comes to an end before all of your concerns have been addressed,
your clinician may ask you to book another appointment to discuss the remaining issues. This
ensures every patient receives the time and attention they need.

Please note that we are unable to book appointments by email. To make, change, or cancel an
appointment, please call the practice or use the patient portal.

ROUTINE APPOINTMENTS

If you need a routine appointment and your immediate health need is not urgent, you can
book your appointment in advance. You can do this via our patient portal or by calling
customer service. If you book in advance you can get a time that best suits you.

VIRTUAL CONSULTATIONS

If you are unable to make it into the clinic in person, we do provide virtual consultations, you
can do these over the phone or a video consult. We will send you a special link for a video
consult to allow a virtual face to face with your doctor.

SAME DAY APPOINTMENTS

If your health concerns are of an urgent nature, please call the clinic to request a same day
appointment. You will be placed on a triage list for a nurse to call you back to discuss your
issue and agree a course of action. This might involve an acute appointment in clinic, or going
to the lab or to an emergency department.

The nurse may also be able to resolve the issue or work on a solution over the phone. We do
however, have limited on the day appointments and can not guarantee one will be available.

If a visit in the clinic is required, the nurse will arrange this with you over the phone.

Appointment Tips

£ Prioritize your issues and start with your most important issue first.

£ Know your symptoms beforehand, being able to state when they started and what
they are, if they got better or worse etc, enables the GP to be more efficient with
diagnosis

£ If your clinician completes a WINZ, Off Work or ACC certificate for you, please book a
follow up appointment before your certificate expires

% Have any questions prepared in advance so they aren’t forgotten during the consult.

WAIT TIMES FOR A ROUTINE APPOINTMENT

We pride ourselves on our relatively short wait times for appointments and we do our best to
manage this. However, there are many things that affect wait times including patient demand
for appointments, staff leave and illness, cancellations.
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Wait Time Tips

©

The best thing you can do is plan ahead and book in advance.

Consider seeing another clinical member of our team.

If your need is more urgent, please contact us by phone, we may be able to see you on
the day, as per section above called “Same day appointments”

@

RESULTS

We will contact patients regarding significant or clinically abnormal results.

We do not routinely contact patients with normal results but if you would like to discuss it with
a nurse you can make an appointment.

If you wish to automatically receive a copy of your results please sign up to our patient portal
on Indici, the results will be visible only once the doctor has reviewed the results.

PRESCRIPTIONS
Planning ahead is important when requesting repeat prescriptions.

Long-term medications require regular reviews to ensure they remain safe and effective.
Before a repeat prescription can be issued, you may need a medication review with your
clinician or have blood tests completed. These requirements are based on best practice and,
for some medications, are mandatory.

To avoid running out of medication, we recommend booking your medication review at least
one week before your prescription is due to run out. Planning ahead gives you the best
chance of securing an appointment that suits you and helps avoid unnecessary stress if same-
day appointments are unavailable.

Tips for Prescriptions

£ We recommend you request your repeat before you run low or run out. This will allow
enough time for an appointment if necessary, and for script processing

£ Prescription requests can take up to 72 hours to be sent to the pharmacy, particularly if
the request is made on a Friday afternoon, we would suggest requesting at the
beginning of the week

£ Repeat scripts can be requested through our portal, Mylndici

£ If you prefer to order over the phone or in person, we recommend having a list of all
your medications and what you need repeating.

If the doctor has agreed to repeat prescriptions without the need for a consultation, please
allow three working days to process your request.

Unless previously agreed, you must have been seen for this condition in the past 6 months.

Urgent same-day prescriptions incur an additional fee.
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PROACTIVE CARE

We believe that good health is about more than just medicine. As we work with you to
understand your health needs and determine the best treatment, we also consider the wider
factors that influence your wellbeing, including your lifestyle, diet, environment, social
connections, and emotional health.

Our proactive approach is about preventing illness where possible, supporting healthy
choices, and empowering you to take an active role in your health. By working together, we
can help you achieve the best possible health outcomes.

WOMEN’S HEALTH

Cervical Screening has changed. This service will still be booked with a cervical sample-taker
for 3ominutes, and will attract a $50 charge.

The 30 minute appointment will allow the nurse time to explain the HPV testing procedure
and for patients to ask questions. If required, a smear (cytology) can still be done in that
appointment slot.

Free screening for:

1. Anyone with a CSC

2. Maori and Pacific

3. Anyone requiring follow up (should have been asked by nurses to come back)

4. 30yrs and over who have never had a screening test, or a cytology test in the past 5yrs
Regular mammograms for women aged 45 to 69. If you're new to the area you may need to

enrol in this region’s Breast Screening service.

You can call 0800 270 200 or sign up online at: https://www.timetoscreen.nz/breast-
screening/sign-up

IMMUNISATIONS
Most immunisations are funded and free for the patient, for example:

£ Childhood immunisations

£ Influenza (Flu) vaccinations for patients over 65, pregnant women, and patients with
certain health conditions. Check with your nurse whether you are eligible for a free flu
vaccination.

£ Covid-19 booster vaccinations for ages 30+

% HPV vaccination for ages 9-26 for all genders.

£ Adult tetanus vaccinations at age 45 and 65.

£ Shingles vaccination at age 65.
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LONG TERM CONDITIONS AND HEALTH PLANS

We have numerous members across our clinical team that specialise in supporting our long-
term conditions patients.

Do you suffer from one or more long term conditions, e.g., diabetes, respiratory illness, or
heart disease? We can work with you to put together a health plan for managing your
condition/s and support you to set yourself some health goals.

We also encourage our diabetic patients to have a free annual review of their condition so we
can monitor symptoms and manage care.

OTHER MONITORING

£ Cardiovascular Risk Assessments (CVRASs) to assess your risk of heart issues.
£ Blood pressure monitoring

£ INR monitoring

£ Diabetes monitoring

HEALTH COACH

Our Health Coach is a Registered Nutritionist and holds a Postgraduate diploma in Advanced
Nutrition Practice and can help with a variety of health concerns. This includes nutrition,
diabetes, hypertension, weight management, high cholesterol, sleep, habit forming, exercise,
stress management and goal setting.

There is no charge for these appointments.

HEALTH IMPROVEMENT PRACTITIONER (HIP)

Our HIP is a registered mental health and addiction practitioner. She can see people of all ages
and stages of their lives and help with any type of issue related to behaviour change or mental
wellbeing.

A consult uses evidence-based brief interventions to help to develop pathways and protocols
around mental wellbeing and addiction support.

Talk to your Doctor about a fully funded appointment.
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ACCOUNTS
Payment is expected on the day of service. There are several ways to pay us:

£ EFTPOS or cash at reception

£ Direct into our bank account — 01-0797-0951064-000. Include your full name and your
NHI in the particulars so we know who to allocate the payment to.

£ We also accept automatic payments for those that may struggle to pay their bill in one
payment. Please talk to our reception staff if you would like to set up this type of
arrangement.

Please note: If your account is $100 or more overdue, you will need to make a payment on
your account before you are able to make a new appointment. You can make arrangements
with the Practice Manager for weekly incremental payments if you that is easier for you, i.e. $5
or $10 a week.

GENERATIVE Al - ARTIFICIAL INTELLGINCE

Inspire Health uses generative artificial intelligence (Al) to assist with documenting
consultations. The Al listens to the consultation and produces a summary for your clinician to
review and include in your medical record.

Al is not used to diagnose, make clinical decisions, or determine your treatment. Your clinician
remains fully responsible for your care and reviews all documentation before it becomes part
of your health record.

Using Al reduces the need for clinicians to type notes during your appointment, allowing them
to focus their attention on listening to you, assessing your concerns, and providing the best
possible care.

Do | have to consent? Of course not, the choice is yours.

Who has access to my medical information? Only your clinician, our Al tool is compliant with
the Privacy Act 2020 and the New Zealand Information Privacy Principles. The information
management system used is ISO27001 accredited for data security. Your data protection is our
priority.

Where is your data stored? All data is encrypted, securely and confidentially stored
temporarily on cloud servers, adhering to high industry standards. Due to cloud infrastructure
limitations within NZ, the data is processed on Australian cloud servers. During your consult
the conversation is transcribed and summarized at the end. The recordings are not stored and
the notes are deleted after 7 days. The summary is pasted into our patient management
system against your record as a normal consult note. Your personal details are safe, whilst
your name might be used, your last name, DOB and NHI number are not typically used in a
consult, meaning the notes generated do not contain sensitive information about you.
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Why do we use generative Al?

We use generative Al because it helps us make better use of your consultation time. Instead of
dividing their attention between you and a keyboard, your clinician can focus on listening,
assessing, examining, and discussing your health concerns.

The Al creates a summary of the consultation, which your clinician carefully reviews, edits
where necessary, and approves before it is added to your medical record. Your clinician
remains responsible for the accuracy of your notes and for all clinical decisions.

Using Al improves efficiency, helps ensure important details are not missed, and allows more
of your 15-minute appointment to be spent talking with you rather than typing notes.

COMPLAINTS, FEEDBACK AND SURVEYS

We value your feedback as it gives us the opportunity to improve the services we provide.
There is several methods and opportunities you can provide feedback:

£ You may receive a text following an appointment asking you to give feedback on our
patient survey. Please remember this feedback is anonymous so we are unable to
respond to you as we cannot see who posted the feedback. Please let reception know
if you do not wish to receive feedback text messages.

£ Email us at feedback@inspirehealth.co.nz with your feedback or concerns. Complaints
will be dealt with by our complaints department to follow up and investigate

£ You can message us through our website contact page:
https://www.inspirehealth.co.nz/contact-4/

£ We have feedback forms and a box in our waiting room (at the end of reception

£ counter). This is checked regularly and passed on as appropriate

YOUR RIGHTS

The Code of Health and Disability Services Consumers’ Rights outlines the rights of
consumers when accessing health and disability services. More information can be found at
https://www.hdc.org.nz/your-rights/ or see the posters in our waiting room or information on
our TV display.

The Health and Disability Commission also offers a free independent advocacy service for
patients and can be contacted via their website https://advocacy.org.nz/ or on 0800 555 050
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