POLICY
POL/FCS/085

00

Document: POL/FCS/085 v1.0 Approved: 20 March 2024

Document no. PRO/FCS/078 v.4.0 Date approved: 13 August 2020



OFFICIAL: Sensil
o3 _ 020
2l es fhil

)
Patients Members Donations General Website
Public visitors

3. Patients | 6‘1'3 |O%

3.1 Thisis AV’s collection notice to you:

AV is required to provide a collection notice to you when we collect your personal information or as
soon as possible after we collect it. Often, we collect your personal information when we are
providing you with emergency medical care so it is not possible (nor appropriate) for us to provide
notice at that time. As such, we have published this policy so that it can be our collection notice to
you.

In circumstances where we collect your personal information (other than when providing healthcare
services), this policy may be provided to you as our collection notice either in hard copy or by web
link.

In this policy we will set out all the information which is required in a collection notice such as:

X How to contact our organisation

x That you can gain access to the information we hold about you

X The purpose for which we collect your information

x How we use or to whom we disclose your information, and

X Any important consequences if you choose not to provide us with your personal
information.

3.2 How we collect your personal and health information

AV collects and uses personal and health information provided to us about our patients. We
collect and use this information to provide healthcare to our patients, and to provide, administer
and improve our services.

We may collect information directly from you, or from a third party (such as a bystander, family
member, health care professional or service, prison staff or government department) if you are
unable to provide this information or where we need to obtain this information about you
pursuant to the law. If we collect your personal or health information from a third party, we may
also collect their personal information if necessary to provide and administer our services.

We may collect personal or health information from you:

X In person

X When providing you with patient care services, through triage, examination and treatment
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X Via phone, email or post, and

X When you submit a form, including through our website.

3.3 Personal and health information we collect
AV may collect your:
x Name and date of birth, contact information, such as email, postal and residential
address or phone

x Details or a recording of your 000 call (or a call made on your behalf), that we receive
from Triple Zero Victoria and other voice phone recordings, such as when you receive
our telehealth or video-health services

x Examination and treatment information as well as physical information about you, such
as your age, weight, gender and/or ethnicity
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X Meet occupational health and safety obligations, including to ensure the safety of our
paramedics, employees, volunteers and patients

X Record patient details in AV'’s special patient information (SPPT) system for use by
paramedics and operational staff when attending an address. The SPPT system is a
database that records information relating to a particular location for example relating to
access, directions, medical and care plan information and safety and occupational
violence risk

x Undertake patient reviews and investigate incidents, for the purposes of quality and
improvement, or as required under law (i.e., for coroner cases, medication audits, or to
undertake our statutory duty of candour obligations), and

X Answer your queries, communicate with you and investigate and respond to your
complaint or compliment.

4. Members

4.1 How we collect your personal information

AV collects and uses personal information from our members. We may collect your information
you over the phone, by email, via our websites, in writing, or face-to-face. We may also receive
your information from Service Victoria, where you may choose to buy, renew or update your
Ambulance Victoria membership.

We collect personal information when you:

x Enquire or communicate with AV, via phone, email or post
X Register to become an AV member, and

X Respond to a survey or fill out an AV form.

4.2 Personal information we collect
AV may collect:

x Name, date of birth, gender, contact information, such as email, address or phone
number

x Details of your family, including dependents
X Membership payment information

x Details of our communications or interactions with you, including voice recordings and
transcripts of phone calls, and

x Information about your enquiries, feedback or complaints.

AV uses external contractors to administer our membership and to provide related services on
our behalf. In providing these functions and services, our contractors collect and use your
personal information that is related to your membership with AV. We have agreements in place
with our contractors to ensure your information remains secure and protected according to the
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4.3 Why we collect and use personal information

We collect and use personal information for several reasons. We may use your personal
information to:

X Process your application and payment for membership, and otherwise manage
membership renewals and updates

X Set up your online AV membership account

x Send health related information and to promote our services, community awareness,
health messages and education campaigns that AV believes may be of interest or value
to its members, and

X Answer your queries or communicate with you.

5. Donations

5.1 When we collect personal information

AV collects and uses personal information from our donors. We may collect your information
directly from you, via phone or email, through our website, in writing, or face-to-face.

We collect your personal information when you:

X Enquire or communicate with AV, via phone, email or post, and

X Make a donation or complete an AV form.

We may also receive your donation information (and personal information) via third parties when
you make your donation via volunteer groups or other third parties (e.g., My Cause or
Grassrootz).

5.2 Personal information we collect
AV may collect your:

x Name and date of birth, contact information, such as email, address or phone number
x Information about your donation or contribution to AV, and

x Information about your enquiry, feedback or complaint.

5.3 Why we collect and use personal information

We may use your personal information to:

X Process and manage your donations to AV

X Thank our donors and publish details of their donation in our annual report or in relation
to special purpose donations (where you have provided consent for us to do so), and

X Answer your queries or communicate with you.
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6. General Public ﬁ_ﬁﬁ
ML

6.1 Personal information we collect

AV collects and uses your personal information when you (members of the public) interact with
us.

AV may collect:

X Information about your enquiry or communication with us, including your name and
contact information, where provided

X Information provided when you participate in an AV program (such as GoodSAM),
training or other service

x Details of your complaint or concern and/or request, and

x Details of your call to Triple Zero.
6.2 Why we collect and use personal information
We collect and use your personal information to:
x Communicate with you and respond to your enquiries
x Deliver our programs, services and training

X Respond to your complaint or concern, and

X Process your request to access or correct your personal information.

7. \Website visitors

7.1 How we collect your personal information

AV collects and uses your personal information when you interact with us on our websites and
mobile applications. We collect personal information when you:

X Visit our website or mobile applications
x Send us an enquiry, including through our ‘Feedback Form’ from on our website, and

X Contact us via social media.

7.2 Personal information we collect

AV may collect:

x Analytics information from your use of our website and mobile applications, and

x Information about your enquiry or communication with us through our website or mobile
application, including your name and contact information when provided.

A note about analytics information: We collect personal information from your use of and
interaction with our website, mobile applications, and social media accounts. This information
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helps us to understand how you use our websites or interact with us online. The information we
collect may include information that enables us to personalise your experience on our website.

We generally collect this information using “cookies”. A cookie is a small piece of data that our
website asks your browser to store on your PC, laptop, smartphone or another device. Cookies
act like signposts, markers or tiny pieces of memory that enable us to give you the best
experience possible when visiting our website.

You may choose to accept cookies or disable cookies. The use of cookies by AV, however,
supports your use of our website and mobile applications.

Information we collect and process when you use our website and mobile applications may
include:

Your device’s IP address and other device information
The date and time you visited our website

The web browser you used to access our website
The site that referred you to our website

How you navigated around our website, and the duration of the session, and

X X X X X X

Approximate location of the device you used to interact with our website.

7.3  Why we collect and use personal information

We collect and use your personal information collected when you use our website and other
media, for several reasons. We may use your personal information to:

X Improve your experience with our websites and mobile applications
x Personalise your experience on our website, and

x Communicate with you and respond to your enquiries, feedback or complaint.

8. Anonymity
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program that aligns with the Victorian Department of Health’s requirements, including in order to
protect personal information from unauthorised access, disclosure, alteration and loss.

Any concerns about the security of your personal information collected or used by AV should be
reported to us using our contact details below.

10.3 Retention

AV retains personal and health information in accordance with the Public Records Act 1973 (Vic)
and our obligations to the Public Record Office of Victoria in relation to our obligations regarding
the provision of emergency services and patient information.

AV may also be obligated to retain personal and health information for longer periods, such as
where documents are involved in a Freedom of Information request, related to criminal matters
such as child sexual abuse incidents and allegations, or for other litigation purposes.

Page 9 of 11
Document: POL/FCS/085 v1.0 Approved: 20 March 2024 Printed document may be out of date. Before use, confirm the controlled version via the intranet.



https://www.ambulance.vic.gov.au/about-us/contact-us/
https://www.ambulance.vic.gov.au/freedom-of-information/

OFFICIAL: Sensil

13. Questions or concerns?

If you have a question or concern about AV’s handling of your personal information, or would like
to submit a privacy complaint, please contact us:

AV Privacy Advisor

Email: privacy@ambulance.vic.gov.au

Phone: 9840 3501

Address: 375 Manningham Road, Doncaster Vic 3108

In most cases, we will be able to respond to you promptly. There may be some instances
however where we may need more time to gather additional details to understand your concern
or investigate the matter.

If you have made a privacy complaint, would like more information about privacy and your rights,
or are not happy with how we responded to your concern, you can contact:

Health Complaints Commissioner
Telephone: 1300 582 113
Website: www.hcc.vic.gov.au

Office of the Victorian Information Commissioner
Post: PO Box 24274, Melbourne Victoria 3001
Telephone: 1300 006 842

Email: enquiries@ovic.vic.gov.au

Website: www.ovic.vic.gov.au

International callers + 613 8684 7565
International Interpreter and Translation Service (TIS) on 13 14 50

14. Changes to this policy

AV may update this policy from time to time. The current version will be posted on AV’s website
and a copy may be obtained at any time by contacting AV.

15. Further information

Privacy and Data Protection Act 2014 (Vic)

Health Records Act 2001 (Vic)

Victorian Data Sharing Act 2017 (Vic)

Public Records Act 1973 (Vic)

https://hcc.vic.qgov.au/

https://www.ovic.vic.gov.au/
https://www.vic.gov.au/about-information-sharing-schemes-and-risk-management-framework
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