MAS Privacy Policy – For MAS Internet website


MAS Privacy Policy Statement  

Please note: This Privacy Statement contains a consent to collect hold and use your information as outlined below. It is important for you to read this document carefully and if you do not give your consent, you should inform us.  In this document we refer to personal information collected under the Information Privacy Act 2000 and health information collected under the Health Records Act 2001 as 'personal information.' 

1. Metropolitan Ambulance Service (MAS) was established by the Ambulance Services Act 1986 to: 

· Respond rapidly to requests to help in a medical emergency 

· Provide specialised medical skills to maintain life and to reduce injuries in emergency situations and while moving people requiring those skills 

· Provide specialised transport facilities to move people requiring emergency medical treatment 

· Provide services for which specialised medical or transport skills are necessary 

· Foster public education in first aid 

2. MAS manages the statewide services of Air Ambulance Victoria (Air Ambulance) and the Ambulance Service Victoria Membership Scheme (ASV) and delivers first aid training as part of a joint service with Rural Ambulance Victoria (Ambulance Victoria First Aid).

3. The Metropolitan Ambulance Service is committed to protecting the privacy of personal information that we handle. Personal information is information that directly or indirectly identifies a person.

4. We are bound by the Victorian privacy laws (the Information Privacy Act 2000 and the Health Records Act 2001) and the Commonwealth Privacy Act as well as other laws that impose specific obligations in regard to handling information.  

5. We have adopted the respective Privacy Principles contained in the Victorian privacy laws as our standards in relation to handling personal information. 
In broad terms this means that we: 

· collect only information needed for MAS health service provision business purposes (see section 7 below);

· take reasonable steps to ensure that the person knows why we collect it and how we will handle it;

· take reasonable steps to ensure personal information is accurate, complete, up-to-date and relevant to the functions performed;

· use and disclose it only for MAS health service provision business purposes, for another purpose with the person's consent, or as otherwise authorised by law;

· store it securely, protecting it from unauthorised access; and

· retain it for the period authorised by the Public Records Act 1973;

· provide the person with access to their own information, and the right to seek its correction.  

The full set of Principles in the respective Victorian privacy laws are published on the Victorian Government website at www.dms.dpc.vic.gov.au (2000 Acts include the Information Privacy Act, 2001 Acts include the Health Records Act); copies can be purchased from Information Victoria telephone 1300 366 356. A copy of the Commonwealth Privacy Act is published on the Victorian Government website at http://www.privacy.gov.au/act/privacyact/.

6. This policy is complemented by MAS Internal Procedures intended to assist MAS to put this Policy into practice. 

Why We Collect and Use Your Personal Information

7. Below are the most common reasons that MAS may collect and use your personal information:

· If you contact MAS to request an ambulance, to dispatch ambulance assistance

· If you are a patient attended by MAS paramedics.

· for accounting purposes, to enable an account to be sent to you or the relevant authority responsible for your account following ambulance attendance and / or transport.

· To establish or renew your ambulance membership with ASV.

· If you purchase or are invited to purchase other products or service (such as ASV merchandise or first aid training) from MAS or its authorised business partners.

· When seeking to obtain your direct feedback on services provided by MAS.

· When seeking to promote MAS services (see “The Ambulance Service Victoria Membership Scheme (ASV)” below).

· If you seek to be or are employed by MAS (including referee and police checks).

· If you request information from MAS.

8. In some cases, we collect information from others on your behalf e.g. where you are incapable of providing the information due to age, injury, disease, illness, disability, physical impairment or mental disorder; or where you have consented to other health service organisations releasing this information.

9. We also collect and use some personal information for planning, funding, monitoring and evaluating our services and functions and for the further training of paramedics and/or other ambulance staff, but where practicable we remove identifying details from information used for these purposes.

10. MAS may use or disclose some personal information as part of research projects with external organisations but this would occur only in accordance with guidelines established under the Victorian privacy laws. 

11. All calls to 000 and to Ambulance Operations Centres are voice recorded. We also use call line identification technology that provides the name and address of the caller. This is critical where a caller is unable to provide location details. 

12. When you seek health services from Metropolitan Ambulance Service or Metropolitan Ambulance Service provides a health service to you apply for or take up employment with MAS, you take up membership of the Ambulance Service Victoria (ASV) Membership Scheme, or undertake first aid training through ASV, you consent to your personal and health information being collected, used and disclosed for the purpose of providing that service, and for the other services under point 7 above. 

What Happens if we Cannot Collect Your Personal Information? 

13. If you do not provide us with the information that is necessary to provide our services to you, it may affect the quality and outcome of the service you receive. 

14. We rely on information you give to paramedics to help provide the right care and service to you. If you do not share some of your health information, this may compromise your care and treatment. 

When We Disclose Your Personal Information

15. We will usually provide your personal information to organisations that assist us in providing a service to you. Where MAS has a contract with another organisation to provide services on our behalf (such as provision of non-emergency clinical transport services), the contractor will be bound by contract to respect your privacy in accordance with MAS' Privacy Policy and all other laws that impose specific obligations in regard to handling information. 

16. Your information may be provided to the following organisations to ensure you receive the best possible service from us. 

· To another organisation contracted by MAS to provide a service on our behalf and bound by MAS’ Privacy Policy and all other laws that impose specific obligations in regard to handling information.

· To another health care organisation (eg. a hospital) to ensure you receive the appropriate health care. 

· To another organisation that is responsible for the payment of your account (e.g. Transport Accident Commission, Victorian WorkCover Authority, your Health Fund). 

· In a situation where you are incapable of giving consent due to age, injury, disease, illness, disability, physical impairment or mental disorder, we may release personal information about you to another health professional, or organisation, strictly in accordance with the requirements of the relevant legislation. 

· To other organisations as required or authorised by law. For example, we are legally required to report notifiable diseases to the Department of Human Services (Victoria). 

The Ambulance Service Victoria Membership Scheme and First Aid Training (ASV) 

17. MAS' services include ambulance cover through the Ambulance Service Victoria (ASV) Membership Scheme. Where you take out a family membership, this includes you and your dependants. Where applicable, 'dependants' includes your spouse or life partner. MAS may collect, hold and use personal information relating to you and where applicable, all dependants. You represent to us that you are an authorised representative of any dependant incapable of giving consent to collection, holding and use of personal information and you give that consent. 

18. If you have an ASV membership, the personal information you provide will enable maintenance of your membership cover including mailing of a renewal notice as a reminder that your subscription is due and may include contact in order to obtain your direct feedback on services provided by MAS. 

19. ASV may use you member contact information to contact you for the purpose of seeking your membership renewal. 

20. If you have an ASV Victoria membership, the personal information you provide will also be used to reconcile any account for ambulance services if you or a covered family member have used the Ambulance Service. 

21. If you have participated in a first aid course with us, the personal information you provide will be used for accounting purposes. 

22. It will also be used to notify you when your certificate is due to expire in order to assist you to maintain your first aid qualifications.

23. Ambulance Victoria First Aid will hold records of your attendance at first aid training in accordance with the requirements of the Australian Quality Training Framework (AQTS).

24. In order to more fully promote the benefits of ambulance membership, first aid training and other services provided by MAS, ASV develops value add partnerships with other organisations. Our value add partners are legally bound to comply with MAS’ Privacy Policy and all laws that impose specific obligations in regard to handling information.  MAS, ASV (or our value add partners) may contact you to promote and market other services that we consider may be of interest or value to you.  You may notify us at any time if you do not want to receive promotional information, or if you do not want to be contacted for marketing purposes. Phone 1300 366 141, write to Ambulance Service Victoria PO Box 278 South Melbourne VIC 3205 or email memberships@mas.vic.gov.au and ask to be removed from the list. Please allow 28 days for this request to be processed. 

Accessing Personal information that MAS Hold About You 

25. The Freedom of Information (FOI) Act 1982 gives you a right of access to personal information that MAS holds about you. You can also request that incorrect information be amended.  Click here to read more information about the MAS FOI process [http://www.ambulance-vic.com.au/mas_index.html]

Contact Us

26. If you wish to make an enquiry about how MAS manages your personal information please contact the Information Manager:

Information Manager
Metropolitan Ambulance Service
PO BOX 2000
DONCASTER VIC 3108
Phone: (03) 9840 3500
Email: privacy@mas.vic.gov.au
27. If you have a complaint that concerns privacy or confidentiality please let us know by writing to: 

Manager, Customer Liaison
Metropolitan Ambulance Service
PO Box 2000
DONCASTER VIC 3108.

28. You may also contact the Office of the Health Services Commissioner. The Health Services Commissioner is an independent government funded authority that can investigate complaints and assist in resolving disputes. The Office of the Health Services Commissioner can be contacted on free call 1800 136 066. 
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