
Purpose
Pioneer Health Albany uses Artificial Intelligence 
(AI) tools to improve efficiency, communication, 
and patient care.

This policy explains where and how AI technologies 
are used, how patient and visitor information is 
managed, and the safeguards we have in place 
to ensure accuracy, privacy, and compliance with 
Australian law.

Our Approach
We believe technology should support—not 
replace—human care.

All AI tools used within our practice operate under 
the supervision of qualified staff. .

Where AI Is Used
We use AI-powered tools in the following ways:

•	 Heidi Transcription Software
	 Used internally by clinical staff to create written 

summaries of recorded calls or consultations. 
This tool helps streamline documentation and 
follow-up.

	 Data processed through Heidi is protected and 
transmitted securely. Outputs are reviewed 
and confirmed by a human clinician before 
being added to the medical record.

•	 Heidi Digital Receptionist
	 Occasionally contacts patients or accepts 

messages on our behalf. Participation is 
optional, and all interactions are reviewed by a 
Pioneer Health Albany team member.

	 Patients are informed that the caller or message 
system is automated.

•	 Website Chatbot
	 Our website includes a chatbot that assists 

with general enquiries and online appointment 
bookings.

	 The chatbot does not provide medical advice 
or store clinical information.

•	 Analytics and Marketing Tools
	 We use tools such as Google Analytics and 

Meta (Facebook and Instagram) for website 
traffic measurement, post scheduling, and 
audience insights.

	 These tools may use machine learning to 
analyse aggregated visitor data, but they do not 
access individual health records or identifiable 
medical data.

Data Management and Privacy
All AI tools used by Pioneer Health Albany are 
selected with privacy, security, and ethical use in 
mind.
•	 We comply with the Privacy Act 1988 (Cth) 

and the Australian Privacy Principles (APPs).
•	 Any personal information processed by AI tools 

is handled securely and only for legitimate 
operational purposes.

•	 Patients may request more information about 
how their data is used or opt out of AI-assisted 
communications at any time.

Human Oversight
All AI outputs (such as transcriptions or automated 
messages) are reviewed and verified by a member 
of our clinical or administrative team.

AI tools are used to assist staff, not to make 
clinical judgments, diagnoses, or treatment 
recommendations.

Limitations
AI systems can occasionally generate incomplete 
or inaccurate information.

Pioneer Health Albany does not rely solely on 
AI-generated outputs for decision-making and 
takes all reasonable steps to verify the accuracy of 
information before acting upon it.

Policy Review
This policy will be reviewed annually—or sooner 
if our AI tools or data management processes 
change—to ensure continued compliance with 
privacy, ethical, and clinical governance standards.
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