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• Healthdirect Australia’s evolution and national scalability

• Learnings and growth from our role in responding to the pandemic

• Connectivity to the wider health and care system

• Coordinated care: Real-time availability, service navigation & capacity management

• Optimising the efficient use of critical health infrastructure and resources

Today
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Healthdirect Australia

Our government funders
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Innovation and evolution of services
The company was established 

as the National Health Call 

Centre Network by the Council 

of Australian Governments

2006 2011

After hours GP 

helpline established

2014

Healthdirect

Symptom 

Checker 

released 

2020• National Coronavirus 

Helpline established. 

• Healthdirect COVID-

19 Symptom Checker 

released

• NHSD enables users 

to book appointments 

directly through the 

healthdirect website

2023

• healthdirect virtual GP goes 

24/7 in NSW

• Service Finder replatformed

with expanded online 

appointment bookings

• Healthdirect app integrates 

with my Health Record
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Overview of Healthdirect services

Healthdirect 

is responsible 

for providing 

a broad suite 

of services 

across the 

care 

continuum
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Trusted health information and advice for millions of Australians
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healthdirect triages per month
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healthdirect helpline – who uses the phone
helpline caller (patient) demographics FY23

younger 
(18-40yrs) 

young families 
with kids at home 

(0-14yrs) 

51% are calling for 

themselves

34% are parents calling 

for their children

Adult 
15 yrs+ 

(67%)

Paediatric

0-14 yrs
(33%) Female

(60%)

Male
(40%)

LOTE 18% of callers speak 

LOTE at home

7% of callers identify 

as First Nations 
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healthdirect users – who uses digital 
Symptom Checker user demographics FY23     

Symptom Checker 

users more likely 

to be seeking 

advice for 

themselves

Have lower levels 

of symptom acuity 

and don’t need 

immediate advice 

from a nurse

Most users 

aged 20-40yrs 

and are 

females (70%) 

vs males (30%)

• 2.5M Symptom Checker sessions 

• Most common disposition/triage advice is ‘See a GP’ 

(35%) followed by ‘Self Care’ (23.5%)

• Top three symptoms: COVID (26.7%); Abdominal 

pain (7.4%); Sexual health & lower body (5.7%)

Symptom Checker Disposition Group
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healthdirect helpline – reducing demand on EDs

• NSW Health Data Linkages Study (2019) of 

600k callers, 400k advised not to attend ED 

and 93% complied with advice

• 2019 NSW study also showed 78k who 

intended to go to ED before calling, did not 

present to ED post helpline advice

• UNSW Data Linkages Study – helpline callers 

who presented at EDs had significantly 

higher levels of acuity than average ED 

consumer

• LEK Study – helplines contributed to c.230k 

unnecessary ED presentations being 

avoided

• In FY23, of callers who originally 

intended to go to ED, 53% given less 

urgent clinical disposition

FY23
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Virtual front door

Healthdirect as a virtual front door includes multiple entry points that work 

together as part of an omnichannel patient engagement strategy aimed at 

making care management easy, efficient and engaging.

Scale
Guides consumers to the 

information and services they need 

and meets consumers where they 

are - beyond brick and mortar of 

physical facilities. 

Digital symptom checkers and web 

content guide consumer self-service 

and navigation to appropriate care.

Convenience
Offers free, quick, easy to access 

information and service options. 

Helps to address gaps in health 

equity of access.

Resilience
Softens inbound contact centre 

burden, conserves service 

capacity and delivers 

greater value. 

Digital front doors streamline 

operations by automating 

administrative tasks, digital-

triaging and minimizing errors.

Simplification
By offering a unified point of 

entry, the healthcare digital front 

door simplifies the process of 

navigating healthcare services 

and allows patients to take a 

more active role in managing 

their health.
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Consumer journey

Virtual Front Door

Self care

Community 
pharmacy

Information 
& advice

Allied & community 
health

Healthdirect 24/7 
Virtual GP

Regular GP

Urgent 
care services

Virtual ED

Emergency 
department

Digital 
symptom

checker

Virtual 
waiting 
rooms

Patient 
triage

SMS 
follow 
up

Federated 
services
directory

Helpline 
services

Real-time 
appointment 
booking

Remote 
patient 
monitoring

Automation 
& AI

Web chat
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Urgent care services pathway
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Future foundations
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Thank you


