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1 About Healthdirect Australia 
Healthdirect Australia (“Healthdirect”) is a national, government-owned, not-for-profit organisation 
established by the Council of Australian Governments (COAG) in 2006. Healthdirect’s purpose is to 
provide telehealth services that enable the public to obtain health triage, advice and information, 
including advice as to where health and medical assistance might be obtained. 

Healthdirect’s objectives are to: 

• improve national access to quality health information, triage and advice regardless of 
population group or geographic location; 

• achieve consistent national standards of health information, triage and advice through robust 
clinical governance, agreed protocols and staff training programs; 

• optimise cost efficiency and achieve economies of scale in service delivery, reducing the 
costs for all Shareholders’ jurisdictions; 

• provide opportunities for forewarning and handling national, state and territory health 
emergencies;  

• procure, develop and supply globally competitive e-Health services that demonstrably 
improve health outcomes for the Australian community;  

• understand consumers in order to optimise the provision of e-Health services to the 
Australian community. 

A trusted provider of telehealth services 

Healthdirect commenced operations with a 24/7 nurse telephone triage service (the healthdirect 
Helpline). Since 2006, the scope of Healthdirect’s telehealth services has broadened and now 
provdies a range of service including: the After-hours GP Helpline, the Pregnancy, Birth and Baby 
Helpline for parenting advice, ambulance secondary triage services, the Get Healthy Service 
telephone coaching service and other special purpose telehealth services such as health alert lines. 
Healthdirect also provides the My Aged Care contact centre service.  

Healthdirect led the development work for the Standard on Australian Health Contact Centres (AS 
5205:2019).1 The Standard sets best practice requirements for the management of health contact 
centres covering five key areas: governance (including clinical governance), contact management, 
workforce, information management and technology. The Standard also provides a framework to 
measure the performance and effectiveness of health contact centres.  

A leader in digital health services 

Healthdirect has developed and expanded its consumer web-based digital health services in recent 
years (the healthdirect website, social media channels, the healthdirect app, Symptom Checker and  
the Pregnancy, Birth and Baby website). Healthdirect also provides valuable national health 
infrastructure through the National Health Services Directory, the National Health Thesaurus and 
Healthdirect Video Call (a reliable and secure telehealth platform). 

Delivering services across multiple channels 

Healthdirect’s health information and advice services span a range of delivery channels from 
website articles, smartphone apps and interactive online tools to consultations with health 
professionals via telephone, video and SMS. Our goal is to develop services that integrate 
seamlessly across channels so that consumers find the right information and support when they 
need it. 
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Equity of access  

Healthdirect delivers services that make health information and advice available to everyone in 
Australia, facilitating easy access to the right care at the right time and overcoming potential 
barriers, such as geography, culture or socioeconomic situation.  

Health information and advice across telephone and online channels adheres to best practice health 
literacy principles and supports people in taking charge of their own health and health focused 
goals.   

Response to policy and public health emergencies  

A robust and scalable contact centre infrastructure allows Healthdirect to rapidly provide solutions 
for the Australian and State Governments in response to policy and public health emergencies, 
such as the bushfires in 2019 / 2020 and the COVID-19 pandemic in 2020.  

Expertise in managing multiple contact centres, combined with the oversight of an in-house clinical 
team, allows us to tap into existing processes and workforces to quickly develop and implement a 
range of service channels, including digital clinical tools and helplines. 

Healthdirect’s purpose 

In the context of recent developments in the digital and telehealth landscape Healthdirect’s purpose 
and value have evolved. 

 

 

In fulfilling its purpose, Healthdirect seeks innovative ways to deliver virtual health services that are 
of high quality and valued by consumers and our service funders. 

 

  

Healthdirect’s purpose is to enable flexible digital health capability that is efficient for 
Governments, nationally consistent and empowers Australians to manage their health, 
and access appropriate care, health information and support. 
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2 Introduction to the Clinical Governance and Quality Framework  
2.1 Purpose of this document  
This document outlines the clinical governance and quality framework for Healthdirect and the 
consumer health services it provides on behalf of Australian governments. 

The framework is designed to ensure that Healthdirect is a trusted source of health information and 
advice for consumers and that our services are of high quality; i.e. consumer-focused, accessible, 
safe, effective, efficient and equitable. 

This version of the Healthdirect Clinical Governance and Quality Framework (“the Framework”) has 
been updated to align with current national quality standards1,2,3,4 relevant to Healthdirect and its 
services.  

2.2 Clinical Governance within the Healthdirect enviroment 
Our Shareholders, the governments of Australia, rely on the safety and efficacy of our services in 
addition to an approach which ensures consistency of clinical advice and care regardless of the 
location of the consumer.   

Healthdirect has developed this Framework to support a contemporary approach to the provision of 
evidence based, high quality, safe digital and telehealth services.  

Clinical governance is the combination of relationships, responsibilities, structures, systems, policies 
and processes a health organisation establishes to ensure that everyone is accountable for the 
safety and quality of the services it provides to service users and the community.2,3  

This Framework seeks to embed these key features of clinical governance within the culture and 
operating structure of Healthdirect, ensuring that all staff are aware of their roles and responsibilities 
and are accountable for the quality and continuous improvement of the health services provided or 
commissioned. 

Successful implementation of clinical governance ensures that Healthdirect and its service users 
can be confident that systems are in place to deliver services that are consumer centric, evidence 
based and of value to our Shareholders. 

2.3 Scope of the Clinical Goverance and Quality Framework 
Healthdirect’s Framework is organisation-wide and applies to all consumer health and health related 
services provided, managed or commissioned by Healthdirect (see Appendix A). 

Where Healthdirect engages external service providers to deliver health services, the service 
providers’ clinical governance arrangements will be consistent with this Framework.  
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2.4 Clinical governance: a component of corporate governance 
Clinical governance is an integral component of a health organisation’s corporate governance. 
(Figure 1) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Good clinical governance requires that the Board with advice from the Clinical Governance Advisory 
Group, the Chief Executive Officer, Executive and staff have effective mechanisms in place for 
monitoring and managing the quality and performance of Healthdirect’s consumer health services.  
These include health services that are provided directly by Healthdirect and those that are operated 
by service providers contracted by Healthdirect. 
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2.5 Defining health service quality 
Defining the dimensions of quality enables service quality to be measured, managed and 
continuously improved. 

Health service quality is a multi-dimensional concept (see Table 1 below). 

The Framework aims to ensure that Healthdirect’s services are consumer-focused, accessible, safe, 
effective, efficient and equitable.  

 
Table 1. Dimensions of health service quality (adapted from the World Health Organization6) 

Consumer-focused  
delivering health services which are designed to reflect the preferences, needs 
and values of service users 
Accessible  
delivering health services that are timely, and can be easily accessed by service 
users 
Safe  
delivering health services which minimise risks and harm to service users 
Effective  
providing health services that are based on evidence, appropriate for the context 
and result in improved health outcomes for individuals and communities 
Efficient   
delivering health care in a manner which maximises resource use and avoids 
waste 
Equitable  
providing services that do not vary in quality because of service users’ personal 
characteristics such as age, gender, sexual orientation, cultural background, 
geographic location, socioeconomic status and health literacy. 
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3 Clinical Governance and Quality Framework “At a Glance” 
Components of the Framework 

There are five (5) components of the Framework, each of these has been adapted from the National 
Model Clinical Governance Framework2 and the National Safety and Quality Health Service 
Standards3 developed by the Australian Commission on Safety and Quality in Health Care. Each 
component is linked to a guiding principle (see Table 2 and Figure 2 below). 
Table 2. Clinical Governance Framework components and guiding principles 

Component Guiding principle 

Governance, leadership and culture We are accountable for the quality of our 
services and promote a culture of safety 
and quality improvement. 

Safety and quality improvement systems We maintain robust, integrated safety and 
quality improvement systems that are 
evaluated and independently assured. 

Service performance and effectiveness We use service models that are evidence-
based and evaluated for effectiveness. 

Safe environment for the delivery of care We use safe, effective, secure technologies 
to deliver our services and manage data. 

Partnering with consumers We focus on the consumer. 

 

 

Figure 2 Guiding principles and components of the Clinical Governance and Quality Framework 

Figure 2 Clinical Governance and 
Quality Framework components 
and principles 
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4 Components of the Clinical Governance and Quality Framework 
4.1 Governance, leadership and culture 

We are accountable for the quality of our services and promote a culture of safety and quality 
improvement 

4.1.1 Clinical governance at the organisation level 
The Framework underpins Healthdirect’s strategic priorities and business operations. A commitment 
to quality and safety permeates all levels of the organisation. Clinical governance responsibilities 
and accountabilities are clearly defined at all levels of the organisation.  

The Healthdirect Board and Executive understand and accept their clinical governance 
responsibilities and ensure that quality management systems and processes are in place and 
working well. 

The Board is responsible for setting the strategic direction and policy framework for sound corporate 
governance of the Company. The Board approves the Cinical Governance and Quality Framework. 

The Board is advised by three Board committees: the Clinical Governance Advisory Group (CGAG), 
the Finance, Risk Management and Audit Committee (FRMAC) and the Project Review and 
Workplace Health and Safety Committee (PROWAC) (see Figure 3). 

 

 
 

 
 

Figure 3 Healthdirect Governance arrangements 
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The Clinical Governance Advisory Group (CGAG) 

Under its charter, CGAG provides advice and assurance to the Board regarding the integrity and 
robustness of the clinical governance of the Company and its services.  

CGAG also advises the Board on the provision of nationally consistent, high quality telehealth and 
digital health services for the Australian population.  

Management responsibilities 

The Clinical Governance Division, headed by the Chief Medical Officer, is responsible for 
maintaining the Framework and associated clinical governance policies and procedures, providing 
clinical governance guidance and ensuring accountability across services, including service quality 
reporting. 

The Chief Executive Officer and the Executive have overall responsibility for implementing the 
Framework. The Executive is accountable for ensuring that personnel have the required skills and 
resources to implement, review, evaluate and improve all components of the Framework as 
required. 

Service providers 

Where services are procured through outsourced service providers, Healthdirect is responsible for 
ensuring that service providers have effective systems in place for achieving clinical governance of 
the service in accordance with best practice. 

Service providers are required to have robust clinical governance and quality frameworks in place 
and to report to Healthdirect on activities and outcomes. The respective roles and responsibilities of 
Healthdirect and its service providers are defined in service agreements. 

4.1.2 Clinical governance at the service level 

Service Improvement and Development Committees (SIDCs) 

Each health or health related service, whether provided by Healthdirect or provided through an 
outsourced service provider for Healthdirect, is overseen by a Service Improvement and 
Development Committee (SIDC) or equivalent (see Appendix B) and will be informed by a service 
level quality framework (see Appendix C). 

The role of the SIDC is to provide a forum to monitor, review and discuss issues that contribute to 
clinical safety and service quality improvement. These include monitoring service quality 
performance metrics, reviewing incidents and complaints trends and investigation outcomes, 
identifying and reviewing system improvements, identifying emerging issues and risks, corrective 
actions and mitigation strategies. 

The membership and functions of each SIDC are set out in a terms of reference document that is 
regularly reviewed and updated. The membership of each SIDC varies according to the service and 
includes Healthdirect clinical and service management members, service provider representatives, 
service funders and consumers. The SIDCs report to the CGAG through a periodic clinical 
governance quality report. 
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4.1.3 Leadership and culture 
A quality and safety culture for effective clinical governance is built through a combination of factors: 

• a commitment to service quality is communicated by the Board and Executive; 
• all staff model behaviours that promote a culture of safety and quality improvement, 

engaging in constructive discussions about service quality within Healthdirect and with 
service providers; 

• clinical governance is regarded as everyone’s business and all parts of the organisation 
engage in quality improvement; 

• quality improvement discussions are inclusive, transparent, respectful and blame-free; 
• acknowledgement that all health services carry risks and potential for error and these are 

proactively identified and managed; 
• people are encouraged to raise concerns about service quality and opportunities for 

improvement without fear of reprimand; 
• Healthdirect staff receive training and support to enable them to contribute to fulfil their roles 

in quality improvement; 
• a practice of review and continuous improvement is embedded across the organisation;  
• training and support is provided to enable people to fulfil their clinical governance roles and 

responsibilities; 
• the culture of the organisation is monitored through regular feedback from staff; 
• clinical governance is embedded in all phases of the design, development, implementation 

and maintenance of health services. 

4.2 Safety and quality improvement systems 

We maintain robust, integrated safety and quality systems that are evaluated and independently 
assured. Clinical governance is embedded into core business processes 

4.2.1 Legislation, regulations, policies and procedures 
Relevant legislation and regulations are monitored through a Statutory Compliance Register and 
Procedure which addresses the responsibilities of Executives in relation to legislation assigned to 
them.  

Policies, procedures and protocols relating to service quality are fit for purpose. There is a central 
data base of quality related policies and procedures. Policies and procedures are reviewed 
periodically to ensure currency, effectiveness and adherence. (See Appendix D for a list of key 
policies). 

4.2.2 Measurement and quality improvement 
Quality is measured systematically with a focus on assessing performance, identifying risks and 
continuously improving services. 

Performance measures are simple and transparent. They are able to be collected and collated 
routinely with minimal additional effort for service providers and Healthdirect staff, and are checked 
for accuracy before they are submitted. 

Performance measures are used to evaluate services across the dimensions of quality. 

Quality performance measures are defined for each service as a component of the quality 
framework for each service. For telehealth services, the Australian Standard for Health Contact 
Centres4 is used as a source of relevant performance measures. Performance measures enable 
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quality assurance, identify areas for improvement and enable monitoring of improvement initiatives. 
Quality reporting for governance and management occurs across all services. Quality performance 
measures are reviewed at different levels of the organisation: service managers and directors, the 
Executive and the SIDCs. A consolidated services quality report is reviewed by CGAG. 

4.2.3 Risk management 
Healthdirect’s Enterprise Risk Management Framework covers all organisational risks including 
clinical risks. A formalised risk assessment is conducted for all new systems and services or 
significant service variations.  

Risks, including clinical risks, are proactively identified, assessed and managed through a 
centralised register to support achievement of service objectives. The FRMAC is responsible for 
overseeing the establishment and implementation of the risk management capability to ensure it is 
both efficient and effective. Clinical risks and mitigation actions are monitored through CGAG. 
Service level clinical risks and issues are monitored through the SIDCs. 

4.2.4 Quality improvement 
For each service, a quality improvement register is maintained to enable capture and monitoring of 
quality improvement activities and initiatives that have been identified through performance 
monitoring or from other sources; e.g. audits, incidents, complaints and feedback, operational 
escalations, and feedback from stakeholders. 

4.2.5 Incident, feedback and complaint management 
All feedback provided to Healthdirect is managed within the parameters of Healthdirect’s Incident, 
Complaint and Feedback Management Policy and associated procedures, aligned to national 
standards2. These cover incident and complaint notifications, triage and severity assessment, 
investigation, resolution and reporting. The management of open disclosures is consistent with the 
Australian Open Disclosure Framework8. 

Incident, feedback and complaints trends are valuable drivers of quality improvement and are 
regularly reviewed internally, at SIDC meetings and by CGAG. 

Calls to Healthdirect’s clinical service lines are recorded in accordance with the Australian Health 
Contact Centre Standard4. Call recordings are used to assure service quality and aid in the 
investigation and management of incident and complaints.  

Healthdirect’s website provides guidance on how to provide feedback in a way that is accessible to 
all members of the Australian public. 

4.2.6 External assurance 
External assurance of service quality and safety and quality systems for Healthdirect is achieved 
through a combination of commissioned independent reviews and a robust internal audit program. 
Outsourced clinical service providers are accredited with a recognised accrediting body. 
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4.3 Service performance and effectiveness 

We use service models that are evidence based and evaluated for effectiveness 

4.3.1 Evidence based services 
Healthdirect’s digital health content for consumers is developed in accordance with content and 
editorial guidelines to ensure health content aligns with current evidence-based, Australian health 
care practice. Information and advice are presented in a format that is accessible and easy to 
navigate for consumers to improve health literacy. 

Triage services are underpinned by evidence-based clinical decision support tools. Service 
providers are required to ensure clinical content and decision support tools are developed and 
reviewed in accordance with evidence-based practice and are relevant for Australian consumers. 

Models of care are designed to respond to a service need using evidence of effectiveness where 
this exists. In the absence of existing evidence, an evaluative approach is taken to service design 
and development (including user testing, quality assurance testing, user feedback and outcomes 
data where possible). 

4.3.2 Consumer experience, service outcomes and effectiveness 
Healthdirect services are regularly evaluated for quality (including safety and effectiveness and 
consumer acceptability) using qualitative and quantitative evaluative research methods; e.g. 
consumer surveys, data linkage studies and clinical audits. 

Consumer feedback surveys assess overall user experience, compliance with advice and 
outcomes, and impact on consumer confidence in managing their health issue or concern. 

Independent assessments of service performance and effectiveness are carried out periodically as 
part of the audit program. 

4.3.3 Safety and quality training 
Induction and onboarding programs include an orientation to staff joining the organisation that 
describes the clinical governance framework and the roles and responsibilities for clinical 
governance at all levels of the organisation. 

Clinical governance responsibilities relevant to each role are documented in the job description and 
incorporated into workplans. Healthdirect provides training and support to enable staff to fulfil their 
clinical governance responsibilities. 

Workforce participation in training is monitored to ensure compliance. 

4.3.4 Skilled and qualified workforce 
The job descriptions for Healthdirect staff clearly articulate the skills and qualifications required for 
the role. These are assessed and validated during recruitment and probation. Performance is 
reviewed in accordance with the Performance Management Framework.  

Training and development needs are documented and form the basis of professional development 
programs.  

Roles that require the Australian Health Practitioner Regulation Agency (AHPRA) registration are 
regularly checked for registration currency.  

Service providers are responsible for ensuring that their clinical staff meet the minimum 
credentialing requirements for their roles, have appropriate supervision in place and receive 
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comprehensive orientation, feedback, training and development. This is monitored through the 
SIDCs. 

4.4 Safe environment for the delivery of care 

We promote a safe environment and use secure, reliable and fit-for-purpose technology to deliver 
our health services and manage health data 

4.4.1 Safe working environment 
Healthdirect and its service providers ensure a safe working environment for staff and comply with 
Workplace Health and Safety obligations. The Work Health and Safety (WHS) Manual sets out 
Healthdirect’s commitment to ensuring the safety and wellbeing of our people.  It details roles and 
responsibilities, governance, relevant legislation and the Company’s policies and procedures 
relating to all aspects of WHS. Each policy in the Manual is designed for an office environment 
(including working from home provisions) and meets the requirements of SafeWork NSW. 

4.4.2 Secure and reliable technology that is fit for purpose 
Healthdirect delivers a range of digital health services using technology systems. These are fit for 
purpose and comply with regulations and the cyber security standards specified by our funders. 
Rigorous specification, testing and quality assurance processes are used for the safe deployment 
and operation of digital health technologies. 

For each digital health service, Healthdirect will: 

• formalise cyber security requirements, service levels and performance objectives and 
include these in contracts with service providers, including internal service providers; 

• regularly monitor the performance of digital health services against the service levels and 
performance objectives; 

• consider the impact to cyber security risks when making changes to technology systems; 
• conduct appropriate testing before releasing software and have the ability to roll-back in the 

event that the release fails; 
• ensure resilience and the means to recover key systems in the event of disruption, failure or 

disaster; 
• investigate all service outages and cyber security incidents and reporting these as 

prescribed by regulators and funders; 
• manage the delivery of third-party service providers according to these principles. 

4.4.3 Privacy and data security 
Healthdirect’s privacy and cyber security capabilities ensure: 

• privacy and cyber security obligations are understood across Healthdirect and clearly 
articulated in policy and procedures; 

• privacy impact assessments are completed for new services and significant changes to 
services; 

• personal, sensitive and health data is appropriately protected; 
• consumers can easily find and understand the organisations privacy policies and statements 
• privacy breaches are properly managed; 
• data collected by Healthdirect is stored, used, disclosed, transmitted, retained and disposed 

of in accordance with regulation and the standards specified by our funders. 
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Healthdirect’s Privacy Manual provides detailed guidance on the application of the Privacy Act and 
the Company’s compliance with its privacy obligations.  

Call recordings are managed in accordance with Healthdirect data security policy and procedures. 

4.4.4 Selection and use of emerging technology is underpinned by ethical principles 
Healthdirect adopts an ethical approach to the application of emerging digital health technologies. 
This includes consideration of privacy, risk and benefit, equity, access and usability. 

Healthdirect will convene an ethics review committee (or seek external ethical review) to consider 
proposals for research and development and new digital health technologies. 

4.5 Partnering with consumers 

We focus on the consumer  

Healthdirect engages with a diverse range of consumers in the design and development of services. 

The Consumer, Carer and Community Participation and Engagement Policy outlines strategies 
employed by Healthdirect to achieve engagement and participation by consumers and communities 
to improve the user experience and the overall quality of the services. These include: online 
feedback portals, focus groups, consumer membership of steering groups and governance 
committees, consumer complaints and compliments, consumer surveys and research.  

Consumer representatives participate in key governance committees and contribute to clinical 
governance processes.  

Health literacy is a focus for Healthdirect services; improving health literacy enables people to 
manage their health and access appropriate care and support. 

Healthdirect services support the healthcare rights of consumers set out in the Australian Charter of 
Healthcare Rights7. 
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6 Appendices 
6.1 Appendix A – Healthdirect Australia Services*  

healthdirect Service (NSW, WA, SA, TAS, NT, ACT) 

Telehealth Nurse Triage Services 

Telehealth Advice Lines 

Afterhours GP Helpline (All states and territories except Tasmania) 

NSW Palliative Care Helpline 

Healthdirect Digital Content Services (National) 

Pregnancy, Birth and Baby (National) 

My Aged Care (National) 

Get Healthy Service (NSW, QLD and SA) 

National Health Services Directory 

Healthdirect Video Call (National) 

COVID-19 services 

National Coronavirus Helpline 

COVID Connexion (NSW) 

Contact Case Management Service (VIC) 

*As at February 2021 
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6.2 Appendix B – Related Policies and Procedures 
Incident, Complaints and Feedback Management Policy and Procedures 

Performance Policy 

Employee Conduct Policy 

Privacy Policy 

Information Security Policy 

Policy for Credentialing and Defining the Scope of Clinical Practice 

Consumer, Carer and Community Participation and Engagement Policy 

Critical Security Incident Response Policy 

Risk Management Policy 

Enterprise Risk Management Framework 

Work Health and Safety Manual 

Statutory Compliance Register Procedure 

Editorial Guidelines - Online Services. Healthdirect Australia. 
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6.3 Appendix C – Model Service Quality Framework 

 Framework Element Description 

1. Name of Service Self-explanatory 

2. Date Service commenced Self-explanatory 

3. Service Description Service purpose and objectives; service users; coverage; 
hours of operation; service delivery channels; supporting 
systems and technology; workforce 

4. Service Providers Outsourced service providers; service technology providers 

5. Key personnel, roles and 
responsibilities 

Healthdirect and service providers; service directors, 
managers, clinical leads; clinical governance and quality 
staff 

6. Service quality performance 
measures 

Lists the measures of success for the service, other quality 
measures and system performance measures and how 
these are assessed for this service 

7. Service quality reporting Quality reporting format, frequency and distribution 

8. Service Improvement and 
Development Committee 

Terms of reference  

9. Service Risk and Issues 
Register 

Link to register 

10. Service Quality Improvement 
Register 

Link to register 

11. Key documents   Policies, procedures, standards, guidelines, workplans and 
road-maps relevant to the service 
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6.4 Appendix D – Service Improvement and Development Committees* 
Healthdirect Helpline and After-Hours GP Helpline Service Improvement and Development 
Committee  

NSW Ambulance Secondary Triage Service Improvement and Development Committee 

WA St Johns Ambulance Secondary Triage Service Improvement and Development Committee 

Tasmania After Hours Primary Care Linkage Service Improvement and Development Committee 

Hunter New England After Hours Primary Care Linkage Service Improvement and Development 
Committee 

Healthdirect – 13Health (QLD) Linkage Service Improvement and Development Committee 

Healthdirect – Nurse-On-Call (VIC) Linkage Service Improvement and Development Committee 

Healthdirect - National Prescribing Service MedicineWise Service Improvement and Development 
Committee 

NSW Palliative Care Helpline Service Improvement and Development Committee 

Pregnancy Birth and Baby Service Improvement and Development Committee 

Get Healthy Service Improvement, Development and Operations Committee 

National Health Service Directory Service Improvement and Development Committee 

Healthdirect Digital Content Service Improvement and Development Committee 

My Aged Care Service Quality Improvement and Development Committee  

*Other Service and Improvement and Development Committees may be convened from time to time for special 
purpose time limited services 

 

 


