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Gentle Care Clinic 

Privacy Policy 

Effective July 2026 

Gentle Care Clinic is committed to protecting your privacy. This policy explains how we collect, use, store and 

disclose your personal information, including your health information, and how you can access it or make a 

complaint. It applies to Katherine Myrtle Shields (ABN 83 706 429 526), trading as Gentle Care Clinic (we, us, our). 

1.  About this policy and the law we follow 

We handle your personal information in line with the Privacy Act 1988 (Cth) and the Australian Privacy Principles, 

and, because we are a health service in Victoria, the Health Records Act 2001 (Vic) and the Health Privacy 

Principles. Personal information is information that identifies you. Health information is a type of personal 

information about your health, and it is treated as sensitive information with additional protections. 

2.  What information we collect 

● Identity and contact details, such as your name, date of birth, address, phone number and email address 

● Health information, such as your health history, symptoms, diagnosis, clinical and treatment notes, 

correspondence from other practitioners, and body measurements and 3D body scan data (for example, 

Styku scans) 

● Medicare, DVA and private health fund details, where relevant to your care or claiming 

● Payment and billing information 

● Appointment and booking information 

● Information you provide when you contact us or complete our forms 

3.  How we collect your information 

We collect most information directly from you, in person, by phone, through our online booking system, or on our 

forms. Sometimes we collect information from others, such as a referring practitioner, a parent or guardian, or a 

carer, where you have consented or where it is necessary for your care. Where it is reasonable and practicable to 

do so, we will collect information directly from you. 

4.  Why we collect and use your information 

● To provide you with treatment and care 

● To manage your appointments and bookings, including reminders 

● To process payments and Medicare, DVA and health fund claims 

● To communicate with you about your care 
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● To meet our legal and professional obligations 

● With your consent, to send you information about our services (see Direct marketing) 

5.  When we disclose your information 

We may share your information with: 

● the practitioners involved in your care; 

● Tyro Health, which processes Medicare, DVA and private health fund claims on your behalf; 

● other practitioners on referral, where you have given your written consent; 

● our IT and administrative service providers who help us run the practice, including Cliniko (our practice 

management, online booking and SMS system) and Microsoft 365 (our email and document storage). 

Your Styku scan reports are saved locally on our clinic systems; and 

● others where we are required or authorised to do so by law. 

We require our service providers to protect your information and to use it only for the services they provide to us. 

We do not sell your personal information. 

6.  Use of technology and artificial intelligence 

To help us deliver care and run the practice, we use secure software, and this includes artificial intelligence tools 

that assist us to prepare clinical documents, letters and administrative materials. In doing so, these tools may 

process personal and health information, such as your name, date of birth, diagnosis and treatment details. 

Where we use them, we limit the information to what is necessary, we take reasonable steps to keep it 

confidential and secure and to ensure it is not used to train publicly available AI models, and we handle it in line 

with this policy. Any health advice or clinical content prepared with these tools is reviewed by Dr Katherine 

Shields before it is used in your care. Some of these tools may store or process information outside Australia, as 

described in section 10. 

7.  Direct marketing 

With your consent, we may send you information about our services and offers by SMS or email. You can opt out 

at any time by using the unsubscribe option in the message, or by contacting us, and we will action your request 

promptly. We do not use your health information for marketing without your consent. 

8.  Storing and protecting your information 

Your information is held electronically in our practice systems. We take reasonable steps to protect it from 

misuse, interference, loss, and unauthorised access, modification or disclosure, including through access controls, 

secure logins, and staff confidentiality obligations. 

9.  How long we keep your information 

We keep health records for the periods required by law. In Victoria, this is generally at least 7 years from your last 

visit for adult patients. For a patient who is under 18, we keep their record until they turn 25. When information is 

no longer needed and we are no longer required to keep it, we destroy or de-identify it securely. 

10.  Information stored or processed overseas 

Some of our service providers, including the software and technology tools described in section 6, may store or 

process information outside Australia. Where this happens, we take reasonable steps to ensure your information 

is handled in a way that is consistent with Australian privacy law. Where we rely on your consent for an overseas 

disclosure of your health information, we will make this clear and seek your specific consent. 
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11.  Patients under 18 

We provide care to patients under 18. For younger patients, we usually collect information from, and involve, a 

parent or guardian. Where a young person is able to understand and make their own decisions about their care, 

we will respect their right to make decisions about their own health information, and access by a parent or 

guardian may be limited accordingly. We handle all information about young people with particular care. 

12.  Accessing and correcting your information 

You can ask to see the personal information we hold about you, and to correct it if it is inaccurate, out of date or 

incomplete. Please contact our Privacy Officer, whose details are below. We will respond within a reasonable 

time. In some limited situations we may not be able to give full access, and if that happens we will explain why 

and discuss alternatives with you. 

13.  Our website 

Our website provides general information and online booking, which is handled through Cliniko. We do not use 

Google or Meta advertising tracking on our website. If this changes, we will update this policy. 

14.  Making a complaint 

If you have a concern about how we have handled your personal information, please contact our Privacy Officer 

first, and we will work with you to resolve it. If you are not satisfied with our response, you can contact the Office 

of the Australian Information Commissioner at oaic.gov.au, or the Health Complaints Commissioner (Victoria) at 

hcc.vic.gov.au. 

15.  Changes to this policy 

We may update this policy from time to time. The current version is available at our clinic and on request. 

 

Contact our Privacy Officer 

Thomas Shields, Privacy Officer 

Email: business@gentlecareclinic.com.au 

Post: PO Box 298, Mooroolbark VIC 3138 

Phone: 0493 392 943 

 


