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Information for GPs and practices

Who is this document for?

This information sheet is intended to support general practitioners (GPs) and practice owners in discussing and
educating their patients about the cost of general practice services and why it is necessary to charge a gap fee.

It is important to acknowledge that current funding structures do not adequately support the delivery of comprehensive,
high-quality general practice care, particularly for patients requiring longer consultations.

Discussing billing, out-of-pocket expenses and the cost of healthcare with your patients

It is important to set fees that appropriately reflect the cost of the service that your practice and your health professionals
are providing, including the time taken, practice costs, and your expertise. Patients need to know what fees you charge,
whether there are any exceptions (i.e. concession cards, Workcover and transport claims, and DVA) and the methods of
payment available to them.

Considerations for advising your patients about fees may include:

e letting patients know about fees when making new appointments (i.e. in the waiting room, on your website, via
online booking platform, on hold messaging, or by a phone conversation or voice/text message)

e ensuring staff feel confident discussing fees with patients

e providing training to empower staff on how to handle challenging conversations, taking into consideration how
your team will respond to a patient who is particularly upset about fees.

Practices may also wish to consider any further material that would support patients to understand how the Medicare
Benefits Schedule (MBS) and other fees facilitate access to general practice care.

Tips for informing patients about fees

Whether in-person or via telehealth, by the time the patient has booked a consultation and is ready to attend their
appointment, they should already be aware of the policy for payment and any requirements in place to pay on the day of
the consultation if necessary. There will be rare cases where patients are unable or unwilling to pay on the day. If this
does happen, consider how to educate patients so they remember next time. Some helpful tips may include:

e Allow sufficient time for patients to be advised (approx. 2—3 weeks prior to appointment where appropriate).

e Add a notice to the practice website (consider placement of payment policy on your homepage as part of
transition process, and within a fees section).

e Have a notice in the waiting room and/or in your bathroom facilities.

e Send a mass SMS to patients via practice management software or appointment booking system. For example:
As of <date>, our practice will be moving to <policy>. Patients will be required to pay on the day, and we are
able to process the Medicare rebate at the practice. You can also claim the rebate through the MyGov app, in
person or over the phone with Medicare at your convenience.

e Promote Medicare Easyclaim — the rebate goes in the patient’s bank account on the same day as the
consultation.

e Receptionists should remind patients about fees at the time of booking.

e Include a message about fees in SMS appointment reminders.



https://www.servicesaustralia.gov.au/medicare-easyclaim

Why is there a gap fee?

Below are some points that can be used to assist in conversations with patients about why they are being charged a gap
fee or why their fees have increased.



Further information

RACGP information sheet — Supporting sustainable billing practices in general practice

RACGP resources to help you manage your billing

Department of Health — Bulk billing incentive increase

Department of Health — Out of pocket costs

Australian Medical Association — Bulk billing incentive — the facts

Australian Medical Association guide: Informed Financial Consent — a collaboration between doctors and patients



https://www.racgp.org.au/FSDEDEV/media/documents/Running%20a%20practice/Practice%20management/Supporting-sustainable-billing-practices-for-general-practice-information-sheet.pdf?utm_source=Button%20click&utm_medium=Strategies&utm_campaign=RACGP%20resources
https://www.racgp.org.au/running-a-practice/practice-management/business-operations/racgp-resources-to-help-you-manage-your-billing
https://www.health.gov.au/our-work/increases-to-bulk-billing-incentive-payments
https://www.health.gov.au/topics/private-health-insurance/what-private-health-insurance-covers/out-of-pocket-costs?language=und
https://www.ama.com.au/tas/bulk-billing-incentive-facts
https://www.ama.com.au/articles/informed-financial-consent
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