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Managing deferred cases 

When a Medical Officer of the Commonwealth (MOC) is considering a client’s health examination results, 

they may decide that they require additional information before they can provide their opinion on whether the 

applicant meets the health requirement. In this case, they will “defer” their opinion and request additional 

information/examinations to be completed. The process followed for deferred cases is explained below. 

Note: in certain cases the eMedical system will also generate additional examinations that need to be 

completed based on health results recorded by panel clinics – that is, before the case even reaches a 

MOC. 

What happens if Bupa Medical Visa Services decide that additional 
information is required? 

As outlined in the flow chart at Appendix A, where additional information is required in order for a MOC to 

provide their opinion, a Bupa MOC will formally defer the case in the Health Assessment Portal (HAP).  

During this time, HAP and CSP will indicate that the case is deferred.  

Where the client has provided an email address to the examining clinic at the time of the client’s Immigration 

Medical Examination (IME), the formal 884 letter outlining the deferred opinion and the required additional 

health examinations will be automatically generated and emailed directly to the client. If the visa processing 

Post is indicated in HAP, the Post email will be included (for visibility) as a Cc: recipient. The 884 will also be 

available in PDF form in TRIM. You can find this 884 letter by searching in TRIM using the HAP ID, or finding 

the relevant BCC container reference number in HAP. Where the client has NOT provided an email address 

at the time of IME, the relevant Post or Bupa will be required to communicate with the client, per processes 

outline below. 

Note: ICSE will continue to display the Health Requirement Event as ‘Outstanding’ where a case has been 

deferred because health processing is not complete and you cannot yet finalise the client’s visa application. 

Please note that where the client has NOT provided an email address at the time of IME: 

a. For cases being processed offshore :

i. a copy of the 884 will be emailed to the relevant post (where indicated in HAP) mailbox; and

ii. posts are required to notify the client of the deferral. A letter template for this purpose is available at
(Appendix B)

b. For cases being processed onshore :

i. Bupa will communicate with the client regarding the deferral opinion and update HAP with a ‘note’ to
advise that the correspondence has been sent so that the officer has visibility of this. (Note: Bupa only
have access to client contact details as available in CSP. If Bupa cannot access client contact details
via CSP, they will liaise with  in an effort to obtain this information).
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appointment with these clinics and further appointments may be required to either rule out active TB or 
finalise treatment: 
 

 603 – Chest Clinic investigation on current status of TB 

 604 – Chest Clinic investigation about radiological abnormality 

 606 – Initial TB investigation 

 607 – Continued Anti-TB treatment 

 608 – Await TB culture results 

 610 – Pulmonologist Report 

 

If you have concerns about the time that has elapsed since the deferral opinion was provided, please check 
the notes in the HAP for advice and then contact Bupa via the agreed contact channels if required. The 
agreed communication protocols can be located at: https://intranet.bcz.gov.au/border-
ops/processing/visa/health/migration-medical-services-provider-communication-protocols 
 
There is no need to contact State or Territory chest clinics to verify the clients’ progress through this 
process. Unnecessary contact by officers or applicants increases the workload for chest clinics and delays 
their ability to finalise referrals to them. 
 

What if my client provides the information requested after a ‘Health Not 
Completed’ outcome is recorded but before a refusal decision has been 
made? 
 

Officers should contact  to create a New Assessment in HAP. This will then allow 
you to:  

 record any examination(s) as received into the HAP portal, attach any documentation to the health 
case that has been provided to you and send it onshore for processing. 

 request the client to undertake the examinations at the panel clinic.  

Document 4

3

s. 47E(d)

R
e

le
a

se
d

 b
y 

D
e

p
a

rt
m

e
n

t o
f 

H
o

m
e

 A
ff

a
ir

s 
u

n
d

e
r 

th
e

 F
re

e
d

o
m

 o
f I

nf
or

m
at

io
n 

A
ct

 1
98

2 



R
e

le
a

se
d

 b
y 

D
e

p
a

rt
m

e
n

t o
f 

H
o

m
e

 A
ff

a
ir

s 
u

n
d

e
r 

th
e

 F
re

e
d

o
m

 o
f I

nf
or

m
at

io
n 

A
ct

 1
98

2 



 

OFFICIAL 
  

 

  
OFFICIAL 

 Immigration Health Policy and Assurance Branch June 2021
Page 5 of 7Managing deferred cases 

Appendix A: Standard deferral process (text based process map) 
 
Visa medical appointment made and exams undertaken with Bupa or a panel clinic 
overseas. 
Case loaded in HAP and referred to a MOC for an opinion 
Can MOC provide a final assessment 

If Yes If No 
Meets opinion Meets with health 

undertaking 
Defer Opinion 

Meets opinion recorded in 
HAP and sent to 
IRIS/ICSE/CSP. 

Meet with Health 
Undertaking opinion 
recorded in HAP and sent 
to IRIS/ICSE/CSP. 

 If client has provided an email address at 
IME, 884 auto-generated and sent to client 
(Cc: to Post where Post is known to HAP). 

 If client has NOT provided an email 
address at IME: 

o For offshore cases, POST to 
request additional information 
using template in attachment B.  

o For onshore cases, Bupa will 

request additional examinations to 

be undertaken within 28 days. 

 Note: For clients located onshore - Client 

contacts Bupa to request extension to 

provide MOC requested information after 

49 days. 
Visa processing can 
continue. 

VPO to request and 
receive signed 
undertaking form. 

Additional 
examinations 
completed and 
loaded in HAP. 

Additional 
examinations not 
completed. 

 Visa processing can 
continue. 

MOC provides one of 
the final assessments 
given below: 
 Meets opinion. 

 Meets with health 

undertaking 

opinion (VPO to 

request and 

receive signed 

undertaking 

form). 

 Does not meet 

opinion (Health 

waiver to be 

considered if 

available and 

natural justice 

processes are 

satisfied). 

 For onshore 

cases only – Bupa 

records Health Not 

Completed 

outcome in HAP if 

client has not 

provided 

requested medical 

information in 49 

days and no 

extension to 

provide this 

information was 

provided by Bupa. 

 For offshore 

cases only - Bupa 

records ‘Health 

Not Completed’ 

(Continued on next page) 
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(Continued from previous page) Appendix A: Standard deferral process 
(text based process map) 
 
Visa medical appointment made and exams undertaken with Bupa or a panel clinic 
overseas. 
Case loaded in HAP and referred to a MOC for an opinion 
Can MOC provide a final assessment 

If Yes If No 
Meets opinion Meets with health 

undertaking 
Defer Opinion 

  Additional 
examinations 
completed and loaded 
in HAP. 

Additional examinations 
not completed: 

 Visa processing 

can continue. 

 outcome after 18 

months if requested 

medical information 

is not provided. 

 Visa processing can 

continue – VPO to 

ensure Natural 

Justice processes 

have been followed 

(as outlined in 

Sch4/4005-4007 – 

The Health 

Requirement 

Procedural 

instruction) prior to 

considering visa 

refusal. 
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Appendix B: Letter Template (Offshore Case ONLY) 
 
<Date> 
<Client Title> <Given_Name> <Family_name> 
<Client Address details> 
 

ADVICE ABOUT YOUR AUSTRALIAN IMMIGRATION HEALTH EXAMINATIONS 
HAP Id.: <Health_Case_Id> 

Birth Date: <Birth_Day> <Birth_Month> <Birth_Year> 
 
Dear <Client Title> <Family_name> 
 
I refer to the health examinations that you have undertaken in connection with your visa application to 
Australia. 
 
What is the current status of my health examination results? 
A Medical Officer of the Commonwealth (MOC) has considered your health examination reports and advised 
that further medical information is required before an opinion can be provided on whether you meet the 
health requirement for your visa. It is therefore necessary for you to undergo further health examination(s). 
 
What additional information is required? 
The additional medical information required is outlined below: 
<Insert Examination details > 
These new requirements have already been loaded into your online file in eMedical. 
 
What do I need to do next? 
You need to contact a panel clinic to arrange an appointment to discuss the additional information requested 
and undergo any additional health examinations required. Please take this letter with you when you visit the 
clinic. You will also need to provide your passport (or approved alternative identity documentation) to the 
clinic for identification purposes. 
 
If it is not possible for you to attend the original panel clinic, an alternative eMedical enabled panel clinic may 
be approached for this follow-up request. 
 
The panel clinic which you attend will enter and submit the additional information into eMedical against your 
record. If the clinic is not eMedical enabled, the paper record with be sent to the  Migration Medical Services 
Provider 
 
When does this information need to be provided? 
This information must be supplied by <date required>.  
 
However, we would encourage you to provide this information as soon as possible to facilitate processing of 
your visa application. 
 
Please note: some testing and treatment, including for Tuberculosis, may take longer than 90 days.  You 
may also find it difficult to book an appointment within 28 days with some specialists. In this situation, 
please contact your visa officer as soon as possible so that you can be provided with an extension if 
required and considered appropriate. 
 
Please be aware that it is responsibility of the visa applicant to meet all expenses incurred in connection to 
the request for additional health examinations, as part of the visa application process. 
 
Yours sincerely 
<officer name> 
Department of Immigration and Border Protection 
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HAP - Health Assessment processes  

This tip sheet is designed to assist visa processing officers (VPO) with the system processes that are 
involved in viewing and understanding the progression of a health case. It will also explain other functions 
that are available in HAP - Health Assessment to visa officers after the applicant has completed their 
health.    
  

There are also a number of other tip sheets regarding health related processes available on the intranet 
at: https://intranet.bcz.gov.au/border-ops/processing/visa/health/processing-guidelines-visa-officers 

Migration Medical Services Provider (MMSP) Communication protocols   
Our MMSP is Bupa Medical Visa Services (Bupa). If you require assistance to progress an assessment of a 
health case, please use the agreed communication protocols noted on the intranet. 
https://intranet.bcz.gov.au/border-ops/processing/visa/health/migration-medical-services-provider-
communication-protocols  

CSP Merge 

Note: If you are required to complete a client merge, instructions are available via the below TRIM links. If 

you require an urgent merge, please ensure you set the priority accordingly.   

• ADD2015/382336 - Requesting a client merge using the Client Search Portal (CSP)    
• ADD2015/382356 - Requesting a client merge using the Client Search Portal (CSP), if PIDs 

already merged in TRIPS   

Contents 
Glossary .............................................................................................................................................................. 2 

How do I access HAP - Health Assessments? ................................................................................................... 3 

How do I search for a health case ...................................................................................................................... 4 

I have found the case but I don’t know what I am looking for? ........................................................................... 4 

Health Case Details ........................................................................................................................................ 5 

Health Case History ........................................................................................................................................ 5 
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Health Summary Panel ................................................................................................................................... 7 
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HAP - Health Assessment processes  

This tip sheet is designed to assist visa processing officers (VPO) with the system processes that are 
involved in viewing and understanding the progression of a health case. It will also explain other functions 
that are available in HAP - Health Assessment to visa officers after the applicant has completed their 
health.    
  

There are also a number of other tip sheets regarding health related processes available on the intranet 
at: https://intranet.bcz.gov.au/border-ops/processing/visa/health/processing-guidelines-visa-officers 

Migration Medical Services Provider (MMSP) Communication protocols   
Our MMSP is Bupa Medical Visa Services (Bupa). If you require assistance to progress an assessment of a 
health case, please use the agreed communication protocols noted on the intranet. 
https://intranet.bcz.gov.au/border-ops/processing/visa/health/migration-medical-services-provider-
communication-protocols  

CSP Merge 

Note: If you are required to complete a client merge, instructions are available via the below TRIM links. If 

you require an urgent merge, please ensure you set the priority accordingly.   

• ADD2015/382336 - Requesting a client merge using the Client Search Portal (CSP)    
• ADD2015/382356 - Requesting a client merge using the Client Search Portal (CSP), if PIDs 

already merged in TRIPS   
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