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Introduction 
The Queensland Ambulance Service (QAS) Non-Emergency Patient Transport (NEPT) Request System 
is an online platform implemented by the QAS to improve the process for Queensland Health 
(QHealth) and private medical facilities to request non-emergency patient transport services for 
eligible patients.  

QAS NEPT is replacing the manual paper-based document, emailing, faxing, and calling 13 12 33 and 
will aid in reducing time lost by health care providers, when requesting non-emergency patient 
transport services for eligible patients delivered by the QAS.  

QAS NEPT will not be utilised for urgent request codes (RED), categories 1 to 4 or requests where 
Retrieval Services Queensland is required. These requests will continue to be phoned through to the 
QAS as per current practice. 

Benefits of NEPT 
The new online NEPT Request System provides a more streamlined request process. The Benefits of 
NEPT are: 

• Reduced telephone calls to QAS
• Eliminate inefficient manual paperwork processes
• Ability to make a patient ready for QAS collection after an appointment without the need to

call QAS
• Ability to make changes or cancel a patient’s appointment without contacting QAS, up to

two (2) hours prior to their appointment time
• Ability to review your facility patient transport records, past, present, and future
• Ability to export your facility data.

System Architecture and Security 
The QAS NEPT solution has been developed on a ServiceNow Software-as-a-Service offering.  
ServiceNow is currently used within QHealth to provide services such as the eHealth IT Support 
Portal.  

QAS worked with several eHealth teams over the course of the QAS NEPT development to ensure 
the highest quality of architectural standards and security controls were met.   

The QAS NEPT product and supporting workflows have been reviewed and endorsed by the eHealth 
Architecture and Standards Committee while independent security assessments have been 
conducted by private industry and the eHealth Cyber Security Group. 

Facility Enrolment 
Facilities will be required to complete the New Facility Access Request form to register their facility 
and commence using the online system.  

Communication regarding NEPT deployment will be distributed via the Primary Health Network and 
General Practice Liaison Officers, and will be available on the QAS Website.   

https://www.ambulance.qld.gov.au/our-services/patient-transport#section__who-can-use-this-service
https://qasnept.service-now.com/public/
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Logon Requirements 
As non-urgent transports can be requested by a large number of health service providers within 
Queensland, QAS NEPT is accessible via a standard internet web page.  

Private facility users will need to be created in the QAS NEPT application by their facility 
administrator, after which the facility employee will receive an email with the username and 
temporary password to access QAS NEPT.  

Patient Records and Privacy 
QAS NEPT has been developed to ensure patient details and their associated transport requests 
meet the QAS’s legislative requirements.  

The data captured by the QAS NEPT system is for the sole purpose of providing medical 
transportation to patients and has been classified under the Queensland Government Information 
Classification Framework as SENSITIVE.  

The QAS has conducted a Privacy Impact Assessment to ensure the integrity of patient data. 

Client Information  
QAS NEPT was designed to be used by any health care providers eligible to request patient 
transports by QAS, therefore at this time QAS NEPT does not access any Client Directories to retrieve 
patient details.   

This may be considered as a future enhancement for the QAS NEPT product, however currently any 
patient details entered into QAS NEPT are stored against the requesting facility for use on their next 
booking. Once a patient has been created by your facility it will be available for selection each time.  

Facility Administration 
It is recommended that each facility at a minimum provide three to five (3-5) employees who will be 
able to perform the role of facility administrator. The facility administrator holds the over-arching 
responsibility for managing QAS NEPT user administration within their facility, such as; 

• Creating and maintaining users within your facility
• Password resets for users within your facility
• Create and maintain your facility referring clinicians
• Generating reports for your facility
• Manage low level support task requests generated by your facility such as;

→ Issues accessing the QAS NEPT system
→ Cannot print a QAS NEPT request
→ Cannot export data
→ Request to modify facility or ward/section details.

Facilities may consider making their IT personnel QAS NEPT Facility Administrators who can grant 
access to new employees when they are granted access to other facility systems, and support facility 
user management.     

https://qasnept.service-now.com/
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Education 
QAS has developed a range of thorough training material which will support the training of each of 
your employees in the utilisation of the QAS NEPT System, such as: 

• Online self-paced training platform (Recommend all users complete this training package before
using the online NEPT application).

• Facility user manual
• Frequently Asked Questions and Answers; and
• Quick Reference Guides (QRGs).

It’s recommended NEPT users complete the online self-paced training platform before they 
commence utilising the NEPT application. The link to training will be available in your  Welcome to 
the QAS Non-Emergency Patient Transport (NEPT) System email, or via the NEPT logon page.   

System Support 
QAS has created a support system for all users which has been developed in a 3-phase escalation 
process. 

1. The QAS NEPT Facility User Manual, Quick Reference Guides and Online Training Package
2. Your Local Facility Administrators
3. QAS NEPT Support

Queensland Health and Private Medical Facility users are provided training and instructional material 
to troubleshoot system issues, therefore all low-level support for QAS NEPT is performed locally by 
the Facilities local administrators in the first instance such as; 

• Issue accessing the QAS NEPT system
• Cannot print request
• Cannot export data
• Modify Facility or Ward/section Details

If the Facility Administrator is unable to resolve the issue using the provided reference materials the 
issue can be escalated to QAS Support. 

To engage QAS for support, lodge an online Support Task within QAS NEPT.  A support task can be 
generated by any QAS NEPT user and will produce a reference number.  These tasks can then be 
tracked, revised and its current progress reviewed. 

Note: if your support task relates directly to an immediate patient booking, facilities are to contact 
13 12 33 to ensure there are no delay to your patient or facility.   

Should you have any further enquiries please email nept@ambulance.qld.gov.au. 

mailto:nept@ambulance.qld.gov.au
https://www.ambulance.qld.gov.au/clinical/nept/training
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NEPT Logon
Private Medical Facility employees will be provided a username and temporary password to access the online NEPT 
application once a Facility Administrator creates their new user profile. 

1.	 Enter your ‘Username’ and ‘Password’ as provided in the confirmation email 
received from NEPT. 

       Do not select the ‘Use external login’.   

2.	 Select ‘Log in’ button.

3.	 On initial login the user will be prompted to change their password and agree to 
the NEPT Terms and Conditions. .
 

Quick Reference Guide

NEPT Logout 
A user can logout of their account from the ‘User menu’ on the top toolbar of the NEPT application.  

1.	 Select the down arrow beside your NEPT user name. 

2.	 Select ‘Logout’. 

NEPT Password Reset
Below the Log in Acknowledge statement on the NEPT Log in page is a ‘Password reset’ hyperlink.

1.	 Click on the teal ‘Password reset’ hyperlink. 

2.	 Enter your ‘User name’ and ‘Email’ address.

3.	 Select ‘Reset password’.

4.	 NEPT will generate a reset temporary password 
email to you. 
Ensure you check your Junk email box if you 
haven’t received the email.    

Password Requirements
- Minimum 8 characters
- Maximum 40 characters
- At least 1 digit

- At least 1 lowercase letter
- At least 1 uppercase letter
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Quick Reference Guide
Creating a New NEPT User Profile

(Private Facility’s Only)
Only a facility administrator has the access to create a new user profile. 

1.	 Select ‘Users’ from under the ‘Facility Administration’ section in the left hand 
navigation menu.

2.	 Select the ‘New’ button located at the top of the users page.  

3.	 Enter the user’s details. 

User ID - it’s recommended the user ID is an employees work email address (if available). Alternatively use the 
employees name to create a user ID i.e. PBEAR for Paddington Bear.

Position name - there are some suggested positions for selection via the light bulb button. Alternatively you can type 
their position name in the data filed. 

Facility list - select the lock icon to search. 

Select the magnifying glass icon to launch the search window, 
and choose your facility from the provided pick list. 

Select the unlock icon to lock in the chosen facility.
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4.	 Complete the user’s contact information. 

•	 Email - is mandatory and will be used to alert users of their NEPT profile creation, any password reset requests and 
updates or outages involving the NEPT application.

•	 Notifications - it’s recommended that notifications are enabled, so the user can receive alerts via email. 

•	 Business phone - is mandatory and should be the best contact number for the user while at work. 
5.	 Select the ‘Submit’ button, this will create the new users profile. The facility administrator will be directed to the Users 

window. 

6.	6.	 Re-selectRe-select the ‘User ID’ of the newly created user the ‘User ID’ of the newly created user. . 

7.	 Select the ‘Edit’ button under the ‘Groups’ tab to assign a user role. 

8.	 Double click on the role you want to assign the user. 

•	 Facility User - is your every day user who needs 
to request, modify, cancel or make a patient 
ready. 

•	 Facility Validator - is for staff who work in a 
validating hub and will review requests before 
being sent to QAS for review and processing. 

•	 Facility Administrator - holds the overarching 
responsible position for managing NEPT within 
their facility to create and modify access, activate 
and deactivate referring clinicians etc.  

9.	 Select ‘Save’. 

10.	Select the ‘Update’ button at the top of the user’s profile page.  
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