nab health more
than

money

NAB Health Insights
Key Findings
for GPs

January 2026

nab #
health
O HICAPS ©

6 MEDFIN
FINANCE



Foreword

General practice is a cornerstone of Australia’s
healthcare system, with GPs providing care that is both
highly trusted and widely accessed.

Understanding what patients value
is critical. Insights into satisfaction,
communication, access and
perceived value inform future care
models and funding decisions,
while also helping practices deliver
more personalised care and
strengthen patient relationships.

In this summary report, we reveal
the top 5 insights for GPs. While it’s
clear that patients continue to hold
GPs in high regard, even many of
those highly satisfied with the care
they receive still believe that more
can be done. These findings offer
actionable guidance for GPs to help
meet rising patient expectationsina
complex healthcare environment.

The results are encouraging. Patient
satisfaction has risen this year, even

as confidence in the broader health
system declined. Australians rated GPs
strongly on value, communication and
genuine care, with visitation climbing.

Yetimprovements are needed.
Access and wait times remain key
concerns, with many wanting more
time, active listening, and clearer
explanations of care options. Cost
pressures also continue to impact
both patients and practices.

NAB is committed to supporting the
healthcare sector and simplifying
the way practices run. Through

NAB Health, Medfin and HICAPS, we
bring together financial expertise
and integrated healthcare claiming
and EFTPOS solutions to help John Avent

GPs focus more on patient care Executive, Health
and less on administration. NAB

We are pleased to present these
insights and trust these findings will
help your practice continue delivering
high-quality, patient-centred care.

For more than 25 years, HICAPS has
been at the forefront of simplifying
healthcare claiming and EFTPOS
solutions, supporting over 100,000
providers across Australia.

This report reflects our ongoing
commitment to innovation and
partnership, providing insights
that help GPs navigate evolving
patient expectations while
enhancing operational efficiency
and financial sustainability.
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HICAPS is driving a connected,
efficient, and sustainable healthcare
ecosystem where technology
empowers practitioners and enhances
the patient experience. Our recent
integration with one of Australia’'s
leading Practice Management
Software providers, Best Practice, Bp
Premier supports smoother claims
processing and faster transactions.
Together, we can continue to build a
more efficient and patient-focused
health system for all Australians.

Deanne Bannatyne
CEO HICAPS
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There have been real

improvements in the patient
experience compared to
last year. But more can

be done to enhance the
overall experience, loyalty
and advocacy.

While satisfaction with the overall
healthcare system continues to
decline, patient satisfaction improved
for GPs this year. Patients also scored
GPs higher than last year for “value”,
feeling cared for and the use of

clear and plain language. 6 in 10 (60%)
patients rated their care from GPs as
“excellent value for money” and

2in 3 (64%) felt “completely cared

for”. Older Australians rated GPs
highest, showing strong trust and
satisfaction among seniors. GPs are
however lagging compared to other
health practitionersin some key areas
including access, patients feeling
listened to and recommendations

to family and friends. Less satisfied
patients want GPs to spend more time
with them and have shorter wait lists.
They also want GPs to actively listen,
not rush through 10 minute slots.

The top complaint from dissatisfied
patients (around 70%) is that GPs fail
to listen properly. Patients want more
involvement in decisions and for GPs
to ask clarifying questions rather than
“just staring at the computer.” Plain
language is essential - avoid jargon
and explain options, benefits and side
effects clearly. Written information
after consultations and transparency
about why certain actions are

taken are also appreciated.
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Figure 1: How overall quality of care from GP could have been improved

Shorter waiting lists
Spent more time with me
Listened to me

Offered better value for money

Longer opening hours
/ after hours / weekends

Nature and causes of the
health issue

Prevent further problems
/ recurrence of issue

What to do to prevent or
minimise symptoms

Been more friendly
and respectful

Involved me more in the
decisions made

What each of the prescribed
medications do

Had a more welcoming
environment

Use less complex language
Other

Don’t know

Less satisfied

patients want GPs
to spend more time
with them and have
shorter wait lists.

55%
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GPs are still the most highly Figure 2: Which health practitioners should you have visited in the last year but
utilised and accessed health were unable to do so for some reason?
professionals within the

health system and visitation Dentiat 20%
has risen solidly over the eme 21%

past year. But wait times

q General practitioner
are a growing concern. Too

many patients complain of
booking weeks in advance or
waiting so long that “you’ve
recovered before you

see them.”

Chiro/osteo/physio

Optometrist

Psychologist/psychiatrist

Specialist doctor
8in 10 Australians visited a GP over
the past year comparedto7in10a Pharmacy
year ago. GPs overwhelmingly meet

patient preferences forin-person Hospital (public)
consultations, with 93% of visits

face-to-face - aligning with what Hospital (private)
most Australians want. Telehealth still

offers benefits like improved access Vet

and faster consultations, which are
particularly valued by some patients,
especially for simpler consultations. m2025 m 2024
Butit's complementary to, rather
than a substitute for, face-to-face
care. While visitation is up, many
Australians still report they should
have visited a health professional
more often, particularly a GP. Patients
cite long wait times and difficulty
getting appointments when sick

as major pain points. “No time to

0% 5% 10% 15% 20% 25%

visit” has become a bigger issue.
Same-day or walk-in appointments
are increasingly rare - and patients
want that flexibility back. Many also
dislike needing repeated referrals
for specialists. Limited weekend or
after-hours availability adds to their
frustration. Online booking systems
and reminders (emails/texts for
check-ups) are seen as helpful.
Patients also believe there are too
many “unnecessary appointments”
(e.g. for repeat prescriptions and
referrals) that “clog calendars”.
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Cost pressures remain high.
Patients want affordable
care, fewer out-of-

pocket costs and longer
consultations for complex
issues. Many patients said
better value means solving
problems in-session, not
deferring. Bulk billing is
critical, especially for low
or fixed-income patients.

1in 2 (50%) dissatisfied patients want
better value for money. Many patients
also want GPs to better understand
the financial constraints theyre
facing. However, the share of patients
self-reporting being bulk billed the
last time they visited their GP fell

for the fourth straight year to 58%in
2025. Importantly, it declined across
most key groups, including those on
lower incomes. Official bulk billing
rates are higher than reported here
because they often represent the
percentage of services bulk billed,
not the percentage of patients who
are bulk billed. Patients who require
frequent visits, like those with

chronic conditions or concession
card holders, are more likely to be

bulk billed and thus inflate the overall
bulk billing rate. 7in 10 Australians
overall now rate bulk billing “extremely
important” when selecting a doctor,
only slightly below 8 in 10 among those
on lower incomes. Surveys of GPs show
a high percentage reluctant to join an
exclusively bulk-billing model, even
with new government incentives as it
doesn't address concerns about short
consultation times or inadequate
funding for comprehensive care.
Female GPs on average spend more
time with their patients, potentially
leading to lower remuneration under a
predominantly bulk billing model. 1in 5
Australians who failed to visit a health
practitioner over the past year despite
needing to, missed a GP visit. A growing
number of patients are choosing to
“‘manage their condition themselves”
rather than visit a GP. This trend is
likely being supported by the growing
availability of digital health tools. While
it'simportant for patients to actively
participate in their own treatment and
make better health choices, thereis
no substitute for professional care.

1in 5 Australians
who failed to visit a
health practitioner
over the past year
despite needing to,
missed a GP visit.

Figure 3: Importance of bulk billing when seeing a doctor (share of patients that scored ‘high’, 8+ pts out of 10)
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it's a convenient location. Consumers
increasingly want convenience,
whether that’s from their mechanic,
retailer or health professional. But for

Patients have grown more
comfortable switching GPs

xgz:l.:‘ge;;::::zzsone isn't GPs, thisis a complex interplay where ponsumers
patient demands for convenience IncreaSIHgly want
exist alongside a continued desire Convenience,
for strong, personalised and trust- y
1in 3 Australians switched a health based patient-provider relationships. whether that’s from
practitionerinthe pa‘st 2-3years, Bulk billing and ease of getting an their meChaniC,
with GPs the most switched, though appointment are also extremely reta”er or health

switching rates eased alittle this year. important, with over 1in 2 Australians .

Older patients remain noticeably more identifying them as the most important prOfeSS|Ona|.
loyal. Nearly 3 times more patients aged
18-24 (22%) changed GPs compared

to those over 65 (9%). When we ask
patients considering switching their
regular health practitioner what the
most important considerations are
when searching for a new doctor or
other health professional, 6 in 10 say

considerations when searching

for a new health professional.
Otherimportant concerns include
convenient hours, a more affordable
price or fewer out of pocket expenses,
recommendations from family
members or friends, and medical and
professional training and qualifications.

Figure 4: Most important consideration when searching for new doctor or other health professional

Convenient location

Offers bulk billing

Ease of getting an appointment

Convenient hours

Price/out-of-pocket expenses

A friend or family member's recommendation

Medical/professional training/qualifications

Recommendation from other health professionals

User reviews from other patients

Positive Google and other online reviews

Offers telemedicine/virtual visits

Other

70%

W 2025 m 2024 2023
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The bottom line is this -

patients want to feel like
a person, not a case. They
expect GPs to combine
clinical competence with
empathy. They want clear
communication, proactive
care and flexibility.

Typical comments include: “Stop
rushing treatment and take time to be
caring and empathetic.” “Find out more

about my emotional and mental health,

not just physical.” Follow-ups matter:
“Contact me to see how I'm doing or
remind me about tests/check-ups.”
Empathy goes beyond sympathy -
it's about perspective-taking and
meaningful connection. Respect and
non-judgmental attitudes are key to
building trust. Patients appreciate
friendly staff, privacy and realistic
scheduling to avoid overcrowding.
Look at patients, not just screens
and ask clarifying questions. Avoid

January 2026

dismissing symptoms as “normal” or
“age-related.” Maintain a friendly, non-
judgmental attitude. Consistency and
continuity are also genuine issues.
Many patients complain about varying
quality between practitioners and lack
of notice when a GP leaves a practice.
There's a clear danger in simply
focussing on cost and potentially
ignoring other factors which help
determine ‘value’ for a patient.
Australian general practiceis at a
turning point. Patient expectations are
evolving, administrative commitments
are growing, and practices need
smarter solutions to thrive in today’s
healthcare landscape. Most patients
will not remember every instruction,
diagnosis or test they received. What
sticks with them is their treatment.
Did they feel safe and cared for?

Did someone pay attention to

them? Did they feel respected? Did
they, in the words of one patient,

feel they were “not only looked at

as a patient but as a person™

Actionable Tips for GPs:

- Listen actively:
Ask clarifying questions, avoid
rushing, maintain eye contact.

- Communicate clearly:
Use plain language, explain
options and side effects,
provide written follow-up.

- Show empathy:
Address emotional wellbeing,
treat patients as individuals,
maintain a friendly, non-
judgmental attitude.

- Improve access:
Offer same-day or walk-
in appointments, extend
hours, use online booking
and reminders.

- Balance care modes:
Keep face-to-face as
primary, use telehealth
for simple cases.

- Manage costs:
Be transparent about
fees, deliver value
during consultations.

- Enhance convenience:
Location, flexible hours,
easy booking, and
continuity of care will help
to reduce switching.

- Build loyalty:
Personalised care,
proactive follow-ups and
consistent quality matter.

- Train for empathy:
Encourage perspective-
taking and patient-first
culture across staff.

- Maintain continuity:
Inform patients of GP changes,
ensure smooth handovers.
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Patient feedback on their General Practitioner

“My doctor is wonderful, “The ongoing referrals “Take time to hear the
he listens, supports is a bit of a waste of full story. A patient
and understands me time. If you're already a needs to be provided
and never looks at his patient, you should not and given time for
watch to get me out have to go back to a GP their questions to
the door. He just needs to get another referral. be appropriately
to clone himself!” You are just clogging answered. The 10-15
up their calendar with minutes currently being
referral appointments.” forced upon patients is
depriving them of being
“Walk-ins with GPs able to explain and

report issues that can
seriously affect and
impact what doctors
advise and prescribe.”

used to be very easy.

Now, you've recovered “Actually resolve my

before you see them.” issues when I'min
session instead of
putting it aside for
a future session.”

“Bulk billand understand
low-or fixed-income
patients are wanting

“Have appointments
available when I'm
actually sick rather

to be proactive about “Listen, hear, -

their health but are understand and offer than hav!ng to book
limited from doing so by clear responses. Talk B
income and access to to me, prescribe if

opportunity.” needed, and make

verbal comments
instead of just typing
on computer.”

These patient verbatims were sourced from the 2025-26 NAB Health Insights Report.
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General
Practitioners

HICAPS now integrated with
Best Practice Bp Premier

Streamline practice operations
Elevate patient experience
Reduce administration time

q Join the brand More than )
Experlenc.e b 100% dedicated a leading Superior el e
QR se-built GP to healthcare claiming solution onboarding support team.
solution. ) ) ) GP Support team

Over 25 years of NAB Health, Medfin and Onsite terminal
dedicated innovation B el pari of installation and
’ the NAB Group offering ining f
designed solely I e solutions to training for
for the healthcare support GPs and metro areas.

industry. their practices.

available to answer
any of your questions
or help get you
setup.

New Bp Premier
integration delivers
greater workflow
efficiencies.

Get to know HICAPS for GPs

Integrated healthcare claiming and EFTPOS solutions tailored for GPs

v Save time with faster Medicare Easyclaim transactions without switching between

applications.
v Improve accuracy by minimising manual data entry, reducing risk of errors in billing 3 @ 10058 12300m
and claims processing. OHICAPS ©

v Enhance patient experience with faster processing leading to shorter wait times.

v Seamless multi-merchant functionality that enables you to share your HICAPS =
terminal and settle funds directly to separate provider bank accounts.

v Overseas visitor health cover claiming for nib, BUPA, AIA Health, AHM and Medibank.

Swipe or tap health card

Get started today:
HICAPS for General Practitioners

MID 37370209 TID 463737

%est Practice i

a Jknab company

Medfin Australia Pty Ltd ABN 89 070 811 148 Australian Credit Licence 391697 (Medfin) & HICAPS Pty Ltd ABN 11 080 688 866 (HICAPS) are wholly owned subsidiaries of National Australia Bank Limited
ABN 12 004 044 937 AFSL and Australian Credit Licence Number 230686 (NAB) and part of the NAB Health specialist business. Medfin’s & HICAPS’ obligations do not represent deposits or other
liabilities of NAB. NAB does not guarantee its subsidiaries’ obligations or performance, or the products or services its subsidiaries offer. You may be exposed to investment risk, including loss of income
and principal invested.



https://www.hicaps.com.au/modalities/hicaps-for-gp

Insights from
Industry Leaders

Experts weigh in on workforce pressures, digital transformation
and the strategies driving sustainable primary care.

Dr Nicole Higgins Chris Smeed Bec Bland
MBBS FRACGP GAICD CEO COMMERCIAL
GP & PRACTICE - PARTNERSHIPS MANAGER
OWNER BEST PRACTICE

@cub\\(o

1. How can GPs better meet 2. How can data help drive 3. What is the biggest

patient needs? better practice and patient challenge GPs are facing
“It’s about being really clear and iR right now?
consistent with patients about what “When | was starting out on my “The biggest challenge that we’re
we offer and why it’s valuable to journey with data, there weren’t seeing for GPs is change and this is
them. For example, in my practice, we  many resources available to help likely to continue. Embrace changes
focus on the 20-minute appointment practices. These days | think we’re in and identify how they can positively
slots and the high-touch care we areally lucky position where there’s impact patient care and teams in
provide, which is why we use mixed a huge variety of tools and amazing your clinic. Make sure you stay up to
billing. It’s about explaining the ‘why’ forums and Facebook groups where date. Talk with your partners, stay
behind our practice model. you can go and talk to other practices ~ on mailing lists and talk with your
T st preiiass drenle) malia anfi see‘the incredible things they’re colleagues. This wil! help prepare you

. . . doing with data. for change and realise benefits for

their patient demographics and L2,
community needs. What are the My advice to anyone just starting out sy el

key drivers for patients in that is simple: don’t drink from the fire
area? Then, they can tailor their hydrant. Pick a few key metrics that

communication and services to meet align with your practice culture and
those needs, highlighting what makes ~ business plan.” +

their practice unique and valuable.”
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A community first approach to medicine

How Dr Manmit Madan
grew two thriving
practices, supported his
community, and inspired
the next generation of
doctors.

When Dr Manmit Madan arrived from
India 25 years ago, he began his
Australian medical career as a GP

in a small country town. From those
early days, his focus has always been
clear: serve the community, keep
learning and build something lasting.

He is well on his way to achieving
all three.

Today, as the owner of two successful
Sydney medical centres, Dr Madan

is recognised not just for treating
patients but also for educating the
community, supporting newly arrived
migrants, and inspiring his own
children to follow in his footsteps.

An early helping hand

As a young country doctor, one of
Dr Madan's patients happened to
be the local NAB branch manager.
Four years after arriving in Australia,
he and the patient discussed

his ability to buy a property.

‘I didn’t think I'd be able to asl|
wasn't yet a permanent resident,”
Dr Madan recalls. “But he told me

| could apply for permission from
the Foreign Investment Regulation
Board. He then organised aloan for
aninvestment property in Canberra.

“That was the first time NAB
exceeded my expectations - and
they've been doing so ever since.”

January 2026

Standing out from the crowd

Since then, NAB has financed not only
Dr Madan's homes and investment
properties, but also his two medical
practices - at Quakers Hill, in 2008,
and Westmead in 2015. Both centres
bring together GPs, allied health
professionals, practice managers
and receptionists, with Dr Madan now

overseeing a team of around 20 people.

Westmead, home to two major
hospitals, is an established medical

hub. Opening there was not without risk.

“There certainly is competition,” Dr
Madan says. “The week | opened, three
other practices started up within a
one-kilometre radius. But | believed
there was room for a practice like ours.
Alot of the areas around Westmead
have been rezoned for high-rise
housing, which means the population
is increasing dramatically. Westmead is
also very central, so we have patients
from a wide range of suburbs.”

His confidence has been rewarded.
When the property next door
became available, Dr Madan didn't
hesitate to expand his practice.

“I spoke with my relationship banker
who arranged a loan for me,” he says.
“It's the people who work in the bank
that make all the difference. They've
allbeenincredibly helpful in finding
solutions that meet my needs.”

Scaling for the future

Dr Madan'’s plans to expand are
far from over. He is committed
to adding a dedicated specialist
practice, and potentially imaging
and emergency services.

John Avent, Executive NAB Health, says
supporting medical professionals like
Dr Madan is central to NAB's mission

- whether that's tailored banking

and finance solutions through NAB
Health and Medfin, or HICAPS' claiming
and EFTPOS solutions. “We see first-
hand the enormous impact doctors

My attitude has always
been to serve
the community.”

Dr Manmit Madan
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have on their communities and

the recent HICAPS integration with
one of Australia’s leading Practice
Management Software providers,
Best Practice, provides efficiencies
for practices and improved patient
experiences,” Avent says. “Our role
is to ensure they have the financial

backing to focus on what they do best.”

“InDr Madan's case, it's been

about supporting him to scale his
vision, while ensuring his practices
remain sustainable for the long
term. We've done that through our
extensive funding capabilities. And,
of course, we're glad to optimise his
practice operations with HICAPS.”

Dr Madan says the small details
count. “Thanks to HICAPS, my own
Medicare payments go directly

into my bank account. And knowing
they can get their rebates promptly
is reassuring for our patients.”

Giving back to the community

Beyond his patients, Dr Madan invests
heavily in supporting the broader
community. This includes the many
new migrants that come to Westmead,
particularly young families.

“It's very traditional within the Indian
culture that, when babies are born,
parents visit to provide support. Some
don't have insurance or Medicare,

so we help them out when they

need treatment,” Dr Madan says.

He also runs programs to educate the
community on general health, disease
prevention and vaccinations, even as
he mentors the next generation of
medical professionals as alecturer

at Western Sydney University and
through its health association.

“Medical students from a number of
universities come to us as trainees -
we currently have four students here
intraining,” he says. “We also have
nursing students from the University of
Queensland doing their placements.”

13 | NAB Health Insights - GP Highlights

A family of doctors

Medicine has become a family vocation.
Dr Madan's elder son Navdeep, also a
GP, now runs the Quakers Hill practice.

“That area has alot of new high-rise
apartments soit's becoming more
densely populated,” Dr Madan says. “The
practice is also very close to the railway
station so, again, it's very central.”

His younger son, Sargun, will qualify
as aGP in a few months’ time. His
father would love it if he joined

the practice, but for now he's
telling him to follow his heart.

“Who knows with Gen Z?” he laughs.
“They all have their dreams. For Sargun,
that might mean working in America

or Europe, at least for a while.”

A legacy that endures

Dr Madan believes that
attitude determines your path
inbusiness and in life.

“My attitude has always been to
serve the community, help people
and keep on learning - and | think
those go handin hand,” he says.

“The good thing about being a doctor
is that I'm always developing and
growing as | make a difference to the
lives of the people. | get a great deal
of satisfaction from my job, and that's
one of the best parts of my life.”

“That was the first
time NAB exceeded
my expectations - and
they've been doing so
ever since.” Dr Madan

“The week | opened,
three other practices
started up within a
one-kilometre radius.
But | believed there was
room for a practice like
ours.” Dr Madan

January 2026



Contact the authors of the
NAB Health Insights Report

Dean Pearson
Head of Behavioural & Industry Economics
Dean.Pearson@nab.com.au

Robert De lure
Associate Director Economics
Robert_De_lure@nab.com.au
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© HICAPS © Combining our
health expertise
to support yours

We understand that the best financial solutions
are integrated - combining a range of services
to make the complex simple.

NAB Health, HICAPS and Medfin are all part of the NAB

Group. We work together to support you across all
M E D F I N of your personal banking, business banking and
FINANCE health claim processing needs.

To find out more, visit www.nab.com.au/health

Medfin Australia Pty Ltd ABN 89 070 811 148 and Australian Credit Licence 391697 (Medfin) and HICAPS
Pty Ltd ABN 11 080 688 866 (HICAPS) are wholly owned subsidiaries of National Australia Bank Limited
ABN 12 004 044 937 AFSL and Australian Credit Licence 230686 (NAB) and part of the NAB Health
specialist business. The obligations of Medfin and HICAPS do not represent deposits or other liabilities
of NAB. NAB does not guarantee or otherwise support the obligations of Medfin or HICAPS. Banking
services are provided by NAB.

© 2026 National Australia Bank Limited ABN 12 004 044 937 AFSL and Australian Credit Licence 230686.

© 2026 Medfin Australia Pty Ltd ABN 89 070 811 148 and Australian Credit Licence 391697. © 2026
HICAPS Pty Ltd ABN 11 080 688 866.
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Important Notice

This document has been prepared by National Australia Bank Limited ABN 12 004 044 937 AFSL and Australian Credit Licence 230686 (“NAB”).

The information in this document is general in nature and based on information available at the time of publishing, information which we believe
is correct and any forecasts, conclusions or opinions are reasonably held or made as at the time of publishing. The information does not constitute
financial product or investment advice. NAB recommends that you obtain and consider the relevant Product Disclosure Statement, Target Market
Determination or other disclosure document, before making any decision about a product including whether to acquire or to continue to hold it
(see nab.com.au). Target Market Determinations for our products are available at nab.com.au/TMD. Terms, conditions, fees and charges apply and
are available on request from NAB.

Please view our disclaimer and terms of use at www.nab.com.au/content/dam/nabrwd/documents/notice/corporate/nab-research-disclaimer.pdf
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