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Melbourne Pathology is the leading 
provider of pathology services in 
Victoria: we are a first class practice built 
on the dedication and experience of our 
staff, and on customer satisfaction. 
Our specialist pathologists are leaders in their field and are 
supported by over 1,800 staff.

They work in quality, state-of-the-art laboratories in Collingwood, 
Richmond, Box Hill, Mulgrave, Malvern, Ballarat, Bendigo, 
Footscray, Geelong, Moe and Mornington and are committed 
to providing timely and accurate pathology results.

Customer charter
Melbourne Pathology aims to provide quality, accurate and 
reliable pathology collection services so that your doctor can 
receive your results in the shortest possible time.

This commitment is supported by a series of policies, 
educational activities and comprehensive and regular reviews.

We are continually striving to improve our performance and have 
put together this information booklet to explain our commitment 
to our patients and outline the steps we undertake to ensure that 
you continue to receive the best possible pathology experience.

Your pathology
Melbourne Pathology understands that every test belongs to a 
person who is waiting for their results and who is hoping for a 
certain outcome. We know that patients come to us with fears and 
expectations and that is why quality matters. When it comes to 
taking blood and other pathology specimens, everyone is an 
individual. It simply takes some patients longer than others to have 
their pathology procedure completed. This can sometimes lead to 
long waiting times, however, your wellbeing is our priority, and 
we know that getting the right sample the first time will give you 
peace of mind.

The role of pathology
Pathology is the scientific study of disease processes.  
Patients are referred for pathology tests by their doctor to assist 
with the accurate diagnosis of disease, or to monitor the 
progress of disease and the effectiveness of treatment.

Most pathology tests are performed on a blood or urine sample, 
or on tissue obtained surgically. Some tests require the 
collection of other bodily secretions or tissues. 

Testing is performed by scientists using sophisticated 
instruments and advanced technology. Results are interpreted 
by pathologists and medical practitioners who have undertaken 
specialist training in the field of laboratory medicine. 

Melbourne Pathology’s fields of expertise include:

Biochemistry measurement of the level of natural 
chemicals in the body

 Cytopathology examination of cells for cancerous changes

 Cytogenetics study of the chromosomal make-up of 
human cells

 Haematology examination of blood and blood-forming 
tissues (bone marrow)

 Histopathology examination of tissue to diagnose 
cancer and other conditions, ranging from 
infection to autoimmune disorders

 Immunology measurement of antibody levels and other 
factors for assessing immune status

 Microbiology study of the causes and management of 
infectious diseases, in particular those 
caused by bacteria

 Molecular 
pathology

investigation of diseases/disorders at the 
DNA level

 Serology identification of antibodies for diagnosing 
the disease process
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How is my specimen collected?
If you are in hospital, your doctor may request a pathology test 
on specimens such as blood, urine, faeces, a wound or tissue 
obtained surgically. 

If your doctor requires a blood test, one of our collectors or your 
nurse will collect your blood. For other specimens such as urine, 
faeces or swabs, your nurse will assist you with collection, or 
one of our collectors may give you instructions to self-collect 
your sample.

Sometimes during an operation your doctor will collect a 
specimen such as a sample of tissue. 

If you are not in hospital, your doctor or nurse may collect 
your specimen at their clinic, or they may refer you to one of our 
collection centres, where our trained staff will collect 
your specimen. 

Patient Services staff
Melbourne Pathology has a team of over 800 professional 
collectors who hold a minimum Certificate III in Pathology 
Collection, or relevant and extensive experience in pathology 
collection.

Our collection staff are committed to ensuring that your 
pathology collection experience is efficient and accurate in 
order to expedite diagnosis and treatment by your doctor.

Many of our collection staff have advanced skills in a variety of 
specialised tests that your doctor may require, and you may be 
directed to a particular collection centre for these tests.

All Melbourne Pathology collection staff come under the 
direction of Area Managers and ultimately the Manager of the 
Patient Services Department.

Collection centre locations
Melbourne Pathology provides pathology  
services to metropolitan Melbourne and regional  
Victoria. We currently have over 300 collection centres 
throughout Victoria. To find your nearest location please visit the 
Melbourne Pathology website www.mps.com.au and search 
collection centre locations, or refer to the listing on the back of 
your pathology referral. Occasionally locations may change and 
new branches may open, so our website will give you the most 
up-to-date information.

Do I need to make an appointment?
You do not need to make an appointment for most blood tests. 
However, an appointment is required for more complex 
procedures such as 24-hour blood pressure and heart 
monitoring, anti-D administration, therapeutic venesection and 
short synacthen stimulation testing. To make an appointment, or 
check if you need one, visit our website www.mps.com.au or 
contact us on 9287 7700.

If you are infirm or too unwell to attend a collection centre, your 
doctor may request a home visit for you. Please note this service 
is restricted to patients who are unable to attend a collection 
centre for medical reasons, and eligibility is subject to 
assessment and must be requested by a doctor. Home visits 
cannot be initiated by patients directly to Melbourne 
Pathology staff.

Hours of operation
Opening hours of branches vary and are subject to change.  
We recommend that you check our website at  
www.mps.com.au or call 9287 7700 prior to attending if you 
are unsure.
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Will I have to wait at the collection centre?
The busiest time at many collection centres is between opening 
and midday, particularly on Mondays. To minimise your waiting 
time, it is preferable to attend after midday where possible, 
especially if you do not need to fast for your test. 

Patients are generally seen in order of arrival. However, some 
procedures require appointments and timing can be important 
for some tests. On occasions, these patients may be seen out of 
order of arrival. 

The length of time taken to complete each pathology procedure 
varies with each patient, and with the type of test that has been 
ordered by the doctor or specialist. Some tests such as ECG and 
Glucose Tolerance Tests are more complex than venepuncture 
(blood test) and therefore may take more than 20 minutes to 
complete. If the patient ahead of you is having one of the more 
complex tests this may impact on your waiting time.

Our staff treat each patient as an individual with specific needs. 
Our procedures have been designed to ensure that we are able 
to obtain a suitable specimen that will yield accurate and timely 
results. We know that you understand the importance of this, 
and ask for your patience in instances where you are required to 
wait for your pathology testing. In some cases there may be a 
less busy Melbourne Pathology collection centre nearby. Look 
out for a sign in the waiting room listing alternative collection 
centres.

‘Drop off’ specimens 
In some cases, patients may have specimens they have 
collected at home. Your collection centre may have a ‘drop off’ 
box provided for your convenience. It is essential that these 
specimens are correctly labelled with your full name, date of 
birth and date and time of collection. If labelling is incomplete or 
incorrect, the specimen may have to be recollected. Otherwise, 
please present your specimen to the collector in between 
patients and they will process it for you.

Why do we ask the things  
we do each time you visit  
Melbourne Pathology? 
During your visit to a Melbourne Pathology collection centre the 
collector will ask you very specific questions about your identity. 
These questions may appear repetitive and are not meant to 
offend you or invade your privacy. We need to obtain details 
and information to provide reliable results to your doctor.

Most information is generally written or printed on the referral 
when the doctor gives it to you but it is very important that we 
confirm with you that all relevant detail is present and correct.  
This ensures you and your doctor receive the correct result for  
the tests you are having and for your treatment to be appropriate.

What will we ask?

Our collectors will ask you to spell your first name and your 
surname, your address, tell us your date of birth, and a current 
contact number. We will confirm your doctor’s details as well as 
the details of any other doctors listed on the referral. We will 
also ask you to sight and record your Medicare number. This is to 
confirm that we have the correct information documented. 
This unique identification system is used to ensure that the right 
test is matched up with the right patient. Finally, you will also be 
asked to check that the information on the blood tube is correct.

It may appear that this is a long-winded or unnecessary 
process, especially if you have very regular blood tests, and you 
can see most of this information already written on the referral. 
However, this commitment to accuracy helps avoid the need for 
patients to be called back for a recollection of their specimen/s 
and ensures that your results go to your doctor.
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Risks associated with venepuncture 
(blood collection) 
Melbourne Pathology is committed to keeping our patients 
informed. Having your blood collected is a very safe procedure, 
however as your skin is punctured there is a small risk of a 
complication occurring. Please read the following before you 
consent to having your blood test.

Complications related to patient conditions
1. Haematoma (bruising)

Haematoma (lump or a bruise) is the most common 
complication of venepuncture. It is caused by blood leaking 
into the tissue during or after venepuncture and identified by 
swelling at or near the venepuncture site. A haematoma is 
painful and can result in quite severe bruising and in severe 
cases, can cause compression injuries to nerves.

It is very important that pressure is adequately applied to the site 
after the needle is removed.

Do not do any lifting for the remainder of the day. Follow the 
post-test instructions.

2. Allergies to antiseptics and adhesives

Occasionally a patient is allergic to the antiseptic (alcohol) used 
in the skin preparation prior to the venepuncture (blood test). 
If this is the case it is quite safe not to use any antiseptic at all. 
Some patients are allergic to bandaids. Usually paper tape 
placed over folded gauze can be substituted in the event of 
allergy to adhesives.

If you are aware of such an allergy to bandaids or tape please 
inform the person attending to your blood test.

3. Allergies to latex

An increasing number of individuals are developing sensitivity 
to latex. Most are seemingly minor and involve irritation or rashes 
from physical contact with latex products such as gloves. Others 
are so severe that being in the same room where latex materials 
are used can set off a life threatening reaction.

If you have a known latex sensitivity it is very important to inform 
the person attending to your blood test so that appropriate 
measures can be taken to ensure a latex- free environment.

4. Post test bleeding

Normally you will stop bleeding from the venepuncture  
site within a few minutes. Some patients, particularly those on 
anticoagulant therapy (blood thinning medication) may take 
longer to stop bleeding. It is important to maintain adequate 
pressure over the site until the bleeding has ceased. 

Do not attempt to lift any heavy objects or put stress on your 
arm for 24 hours after your test or you risk developing a 
haematoma (see previous page).

Do not leave the collection centre until bleeding has ceased. 

5. Fainting 

Some patients become faint at the thought of, or sight of their 
blood being drawn, especially if they are not feeling well. Prior 
to your blood test, it is very important to inform the collector if 
you have been fasting for a long time, if you feel faint or if you 
have a history of fainting. If the collector is made aware of the 
likelihood of fainting, precautions can and will be taken. Your 
collector will ask you to lie down for the blood test which will 
reduce the chance of you fainting. 

If you are feeling unwell, have been fasting for a long time or 
have a history of fainting, make sure your collector knows prior 
to your test.

6. Seizures/convulsions

It is rare but possible for patients to experience a seizure or 
convulsion during a blood test.

If you have a history of seizures or convulsions please make sure 
the collector is aware prior to the blood test.

7. Nerve damage

Although rare, having a blood test can result in nerve damage. 
If you move your arm suddenly as the needle is inserted, this 
can cause the needle to displace and can lead to injury of a 
main nerve. If minor nerve damage occurs it should resolve 
spontaneously over a period of days. However, if the injury is to a 
main nerve it can, in some instances, result in permanent injury.

It is very important to keep your arm very still when having 
a blood test. If you experience severe pain, numbness of the arm 
or pain radiating down your arm alert the collector immediately 
and the needle will be withdrawn.
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8. Pain

You can expect a small amount of pain when having a blood test. 
If you are experiencing moderate to severe pain alert your 
collector immediately and the blood test will be terminated.

If you experience more than mild pain during your blood test alert 
the collector immediately and the test will be terminated. 

If you have any queries about your blood test, our staff are 
happy to provide an explanation.

What happens to my specimen after it 
is collected?
Your specimen will be picked up and delivered by courier to the 
laboratory for testing. The results of your pathology test are then 
sent to your doctor and other doctors involved in your care (as 
nominated by your doctor).

Privacy and confidentiality
Melbourne Pathology is committed to maintaining patient 
privacy and confidentiality and complies with medical ethics 
and all relevant privacy legislation. 

The security of your personal and medical information is 
maintained under the Privacy Act 2000 and any subsequent 
relevant legislation. Your test results will only be forwarded to 
those doctors who are responsible for your treatment and 
nominated by the referring doctor. The Patient Services staff are 
also guided by the legislation and you can be confident that all 
aspects of your patient episode will be treated with the utmost 
confidentiality.

We need to obtain your details and information in order to 
provide you with reliable results and your doctor with helpful 
advice. Most information is collected at the time that a pathology 
referral is written out by your doctor. Your doctor will generally 
explain why he or she is recording the information and where it 
is going. When you visit a pathology collection centre and more 
information is required, we will seek your approval to collect that 
information.

During the course of your procedure, you may be asked 
repetitive questions about the spelling of your name and 
address.  

This unique identification system is used to  
ensure the right test is matched up with the right  
patient. Although it may appear to be an onerous method, this 
commitment to accuracy helps avoid the need for patients to 
come back for recollection of their specimen/s. 

We recommend you receive your pathology results in 
consultation with your doctor to ensure they are explained in  
the context of your health care and personal situation 

Safety and security
The safety and security of our staff and patients is of paramount 
importance to Melbourne Pathology. We have a legal obligation 
under the Occupational Health & Safety Act 2004 to ensure the 
safety and security of staff and patients alike. 

Each of our collection centres undergoes an accreditation audit 
every three years to ensure compliance with policies and  
procedures. The internal and external environment is also 
checked to identify any potential hazards. The department 
conducts routine risk assessments, or when an issue of concern 
has been identified. If any OH&S issues are identified they are 
actioned within a designated time frame by the appropriate  
personnel.

Aggression and violence in the workplace
Anyone who works for Melbourne Pathology or who uses 
Melbourne Pathology services or facilities has the right to be 
and feel safe at our premises.

Melbourne Pathology does not tolerate threatening, intimidating, 
abusive or violent behaviour from anyone under any 
circumstances. Our staff are advised to refuse service to, and 
to report anyone who engages in any of the above activities 
or behaviours.

 Such activity or behaviour will result in action being taken, which 
may include:

 �   notification to police or security services and the initiation of  
legal action

 �   withdrawal of services being provided by Melbourne Pathology
 �   ejection of offenders from Melbourne Pathology premises.

It is never acceptable to abuse others.
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Billing policy
The billing procedure for pathology testing is a complex process 
that is dependent on a number of variables including whether 
the test is fully rebatable by Medicare and whether it needs to be 
referred to another laboratory. We aim to be fair and reasonable 
with our fee structure. Fees are set as low as possible within the 
bounds of providing a high quality, comprehensive pathology 
service. You should be aware that you may be charged an 
out-of-pocket fee depending on the tests your doctor has 
ordered for you.

Fees fall into two main categories:

Standard fee

Patients will be charged an out-of-pocket fee, up to a capped 
amount regardless of the number or complexity of tests ordered 
on each referral as long as all of the tests are rebatable under 
Medicare. Please refer to the Melbourne Pathology website 

– www.mps.com.au for details of this fee. Melbourne Pathology 
is committed to keeping this fee as low as possible.

Please note that some tests are not covered under the Medicare 
schedule, and all patients are liable for the full cost of these tests 
with no Medicare rebate.
These non-rebatable tests will be charged as an additional fee.

Direct bill medicare for all rebatable tests

Melbourne Pathology will directly bill Medicare for all pensioners, 
Health Care Cardholders and in other exceptional 
circumstances.

We will also directly bill the Department of Veterans’ Affairs for all 
Veterans’ Affairs Gold Cardholders. If your pathology relates to a 
Work Cover or Transport Accident Commission claim, or to a 
pre-employment or insurance request, your account will be sent 
directly to those organisations.

Please note that some tests are not covered under the Medicare 
schedule, and all patients are liable for the full cost of these tests 
with no Medicare rebate. 

Please note that in some cases, tests  
may be sent to a reference laboratory who  
may also issue an individual account.

Please contact our Accounts Department on  
9287 7888 if you require further information on your 
pathology account.
Information correct at time of printing but subject to change without notice.

How do I pay my account?
Melbourne Pathology will send your account (invoice) via post 
on completion of the test. Pay your account in full (see payment 
methods below and on your account) using the Payment 
Advice Slip.

Wait for a receipt from Melbourne Pathology, issued 
automatically upon payment or, if paying by POST Billpay, 
keep the receipt issued by Australia Post.

Claim your refund from Medicare using your receipt and the top 
portion of the account.

Alternatively, you may claim first from Medicare then forward the 
Medicare cheque with any additional payment and the Payment 
Advice Slip to Melbourne Pathology.

Payment methods

Internet   At www.postbillpay.com.au 
or www.mps.com.au and click on  
 “pay your account”

Phone   Using POST Billpay. Call 131 816 and  
have your credit card details ready

Mail   Send Payment Advice Slip with 
your cheque or completed credit 
card details (Mastercard or Visa) to:  

Melbourne Pathology 
GPO Box 1661 
Melbourne VIC 3001

In person  At any Australia Post office or agency
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Patient feedback
Melbourne Pathology is continually seeking to improve the 
service we provide to our doctors, patients and the community. 

Should you have any concerns about the service you receive at 
your collection centre, there are formal procedures in place to 
voice your concerns.

You can phone 9287 7700 or email feedback@mps.com.au or 
write directly to:

  Melbourne Pathology – Patient Services Department 
Private Bag 5, Collingwood 3066 

Your feedback or issues of concern will be taken up by the 
relevant department representative. Alternatively, you can 
complete a Customer Feedback Form which will be forwarded 
to the Patient Services Quality Manager for action and feedback 
(these are available in our collection centres).

We appreciate and encourage feedback from our customers in 
order to continually improve. If we are aware of your issues of 
concern, we are able to take steps to prevent recurrence. 

Statistical data of all feedback is gathered and analysed with 
strict adherence to anonymity of the source, for the sole purpose 
of evaluating and improving the way we do things.  

Staff conduct
The way in which the Patient Services Department staff conduct 
themselves is very important. We expect the staff to be well 
groomed, efficient and professional at all times in their dealings 
with patients. If you consider that any staff member behaves in a 
manner that is unacceptable please let us know.

We also welcome staff compliments and commendations. If you 
have had a positive experience that you would like to share with 
us, please follow the same protocols by writing to us at: 

  Melbourne Pathology – Patient Services Department 
Private Bag 5, Collingwood 3066 
or email feedback@mps.com.au 
or complete a Customer Feedback Form.



Head Office and Central Laboratory

Melbourne Pathology 
103 Victoria Parade 
Collingwood Victoria 3066

All Enquiries   ph 9287 7700

   fax 9419 1486

Results 9287 7777

mps.com.au

Melbourne Pathology ABN 63 074 699 139 
A subsidiary of SONIC HEALTHCARE LIMITED

Details correct at time of printing – May 2021
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