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Privacy Policy  

1. Policy Statement  

At Central Coast Community Women’s Health Centre (CCCWHC), we recognise the 
importance of protecting your privacy as a fundamental part of delivering care that aligns 
with our organisational values of Well-being, Belonging, Integrity, and Safety. 

This Privacy Policy provides information to you, our client, about how your personal 
information, including your health information, is collected, used, and stored within our 
organisation, and the circumstances in which it may be shared with other services or third 
parties. 

Our Policy is designed to help you understand how your information is handled and to 
support you in making informed choices when engaging with our services or visiting our 
website. 

We regularly review and update this policy to reflect changes in technology, legislation, and 
best practice, and to ensure that the personal information you share with us continues to be 
treated with respect, care, and confidentiality at all times. 

2. Why and when is your consent necessary?  

When you register to use our services, we ask for your consent to collect and use personal 
information so we can provide you with safe, high-quality care and support. 

For some services, including our GP service and childcare, your consent is required for us to 
deliver care, meet legal and clinical obligations, and ensure your safety and wellbeing. 

For counselling, case management, and group programs, you can choose what personal 
information you provide. If you prefer not to share certain details, we will still do our best to 
support you and discuss any limitations this may place on the services we can provide. We 
will always respect your choice and responsibility over your personal information. 

Your consent allows our team to access and use the information they need to support you. 
Access to personal information is limited to staff directly involved in your care or those 
coordinating service delivery. 

We want you to feel confident and informed about why we collect and use your information 
and how it supports your care. If we ever need to use or share your information for a 
purpose not described in this policy, we will explain this to you and seek your consent. 
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3. Why do we collect, use, store, and share your personal information?  

We collect personal information so that we can provide you with safe, high-quality, and 
coordinated care. This includes the information we need to understand your health, well-
being, and support needs. 

Your information allows us to provide services that meet your individual needs, communicate 
with you about your care, and work with other health or support professionals who are 
involved in supporting you. Collecting this information also helps us to meet our legal, 
ethical, and professional responsibilities as a health and community service organisation. 

At times, we may use information in a de-identified form, meaning it does not include names 
or details that could identify you, to help us review and improve the quality and safety of our 
services. This may include accreditation processes, internal audits, or staff training. 

We will never use or share your personal information for reasons unrelated to your care, 
unless required or permitted by law. 

4. What personal information is collected?  

The type of personal information we collect depends on the services you use and your 
individual needs. 

For non-GP services, the information we will collect about you includes your:  

• names, date of birth, addresses, contact details 
• Information relating to the service you are using 
• Information that helps us understand your support needs 
• De-identified health and demographic statistical information for reporting purposes 

For GP services, the information we will collect about you includes your: 

• Names, date of birth, addresses, contact details 
• Medical information including medical history, medications, allergies, adverse events, 

immunisations, social history, family history and risk factors 
• Medicare number (where available) for identification and claiming purposes 
• Healthcare identifiers 
• Health fund details 
• De-identified health and demographic statistical information for reporting and 

research purposes 
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5. Can you deal with us anonymously?  

You have the right to deal with us anonymously or under a pseudonym unless it is 
impracticable for us to do so or unless we are required or authorised by law to only deal with 
identified individuals.  

6. How is personal information collected?  

We may collect your personal information in several different ways, depending on the 
services you use and how you engage with us. 

a. When you make your first appointment, our staff will collect personal and 
demographic information through your registration or intake form. During your time 
with us, we may collect additional information that helps us understand your health, 
well-being, and support needs more fully. 

b. For GP clients, we may collect further personal information through electronic 
transfer of prescriptions (eTP), My Health Record, for example, Shared Health 
Summary, Event Summary. 

c. We may also collect your personal information when you visit our website, send us 
an email or SMS, telephone us, make an online appointment, or communicate with 
us using social media.  

d. In some circumstances, personal information may also be collected from other 
sources, such as: 

I. Your guardian or responsible person.  

II. Other involved healthcare providers, such as specialists, allied health 
professionals, hospitals, community health services, and pathology and 
diagnostic imaging services.  

III. Your health fund, Medicare, or the Department of Veterans’ Affairs (if 
relevant).  

e. We also use closed-circuit television (CCTV) in some areas of our Centres for safety 
and security purposes. CCTV may capture images of people entering or moving 
through our premises. This footage is used only to ensure the safety of clients, staff, 
and visitors, and to protect our property. CCTV recordings are stored securely and 
are not used for clinical or counselling purposes. Access to footage is strictly limited 
and only permitted in accordance with privacy and legal requirements. 

7. When, why and with whom do we share your personal information?   

We sometimes share your personal information: 
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• with third parties who work with us for business purposes, such as accreditation 
agencies or information technology providers – these third parties are required to 
comply with APPs and this policy  

• with other healthcare providers (e.g. in referral letters) 
• when it is required or authorised by law (e.g. subpoenas)  
• when it is necessary to lessen or prevent a serious threat to a patient or client’s life, 

health or safety or public health or safety, or it is impractical to obtain the patient or 
client’s consent 

• to assist in locating a missing person 
• to establish, exercise or defend an equitable claim 
• for the purpose of confidential dispute resolution process  
• during the course of providing medical services, through eTP, My Health Record (e.g. 

via Shared Health Summary, Event Summary) 
• for effectiveness monitoring to improve the quality of the services offered through the 

analysis of patient data for quality improvement 
• for compliance, we share de-identified information with the NSW Ministry of Health, 

Primary Health Network and Women’s Health NSW 
• when there is a statutory requirement to share certain personal information (e.g. 

some diseases require mandatory notification). 

As a registered service under NSW law, CCCWHC is authorised to share information with 
other organisations to help keep children and young people safe. Under the Children and 
Young Persons (Care and Protection) Act 1998 (NSW), we may exchange information with 
other services if it relates to a child’s safety, welfare, or wellbeing. Any information shared 
under this law can only be used for that purpose, unless the law allows otherwise. 

8. How is your personal information stored and protected?  

We store your personal information in several forms, mainly electronic records, occasionally 
digital images and hard copy documents. To ensure this information is adequately protected, 
we apply a combination of security measures, including: 

• Using anti-virus software and password protection to secure electronic information 

• Storing hard-copy personal information in a secure facility 

• Securely shredding hard copy documents after they are scanned into electronic files 
• Requiring all staff, contractors, and trainees to sign a confidentiality agreement 

before commencing work or training 

• Limiting access to personal information to only those who need it to provide services 
to you or support our operations 
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• Storing CCTV footage (which may include personal information such as images or 
audio) locally on a secure system with no third-party cloud involvement. Footage is 
only accessed by authorised personnel if required due to an incident. 

9. How are Artificial Intelligence (AI) Scribes used?  

Our GPs may use an AI scribe tool to support note-taking during your consultation. You will 
always be asked for your consent at the beginning of the consultation. The AI scribe uses an 
audio recording of your consultation to generate a clinical note for your health record. The AI 
scribe service used is Lyrebird Health. Lyrebird Health: 

• Does not share information outside of Australia 
• Destroys the audio file once the transcription is complete 
• Removes sensitive, personal identifying information as part of the transcription. 

 
Use of AI scribes is always optional, and your GP will not use this tool without your explicit 
consent. 

10. How can you access and correct your personal information?  

You have the right to request access to, and correction of, the personal information we hold 
about you. 

We understand that the information we hold belongs to you, and we want to make sure it is 
accurate and up to date. You can request access to your health or service records at any 
time by writing to us by email at hello@ccwh.org.au or by post. Once we receive your 
request, we will respond within 30 days. 

If you believe any of your information is incorrect or out of date, please let us know. We will 
take reasonable steps to update or correct it. From time to time, we may also ask you to 
confirm that the information we have on record is still current. If you request changes to 
personal or identification details, we may ask for verification before making the updates to 
ensure your privacy and security are protected. 

11. How can you lodge a privacy-related complaint, and how will the complaint be 
handled?  

We take privacy complaints and concerns seriously and will respond to and manage them in 
accordance with our Complaints Handling Procedure. You can raise a privacy-related 
complaint or concern via our website or by emailing feedback@ccwh.org.au.  

mailto:feedback@ccwh.org.au
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If you do not feel we have resolved your issue. You may also contact the Office of the 
Australian Information Commissioner (OAIC). More information is available at 
www.oaic.gov.au or by calling 1300 363 992. 

12. How is privacy on the website maintained?   

At Central Coast Community Women’s Health Centre (CCCWHC), any personal information 
you share with us through our website, online forms, email, or social media is handled 
securely and confidentially. 

We take care to protect your privacy when you interact with us online. Our website uses 
secure systems and, like most websites, may use cookies and analytics tools to help us 
understand how the site is used and to improve your experience. 

If you choose to contact us online, we recommend not including sensitive personal 
information in general enquiries or messages. For matters involving your health or 
counselling support, we may contact you directly through more secure channels. 

All online and digital information is managed in accordance with this Privacy Policy and the 
Privacy Act 1988 (Cth). 

13. Policy review  

Our Privacy Policy is regularly reviewed to ensure compliance with current obligations. If any 
changes are made: 

• They will be reflected on the website. 
• Significant changes may be communicated directly to patients via email or other 

means. 
Please check the policy periodically for updates. If you have any questions, feel free to 
contact us. 

Policy Governance 
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https://www.oaic.gov.au/
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