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In a large and complex health care system striving for 
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The patient-centred approach to health care treats each 
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A patient-centred approach makes care safer and of 
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ethical imperative – involving patients in their own 
care and in the planning and governance of the health 
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skills and capacity to involve and engage patients and 
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1.2 

DEFINITIONS OF 

ASSOCIATED TERMS
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Carer experience of patient-centred care
…patient-centred is an attitude that is 
innate in most practitioners — particularly 
in those that give direct and personal 
service; [it is] an empathy with the patient 
and [an ability] to stand in the shoes of the 
patient, particularly those who, because 
of old age or disability, cannot answer 
back. [It is] an inherent attitude that can 
instinctively consider how another person 
will react when addressed in words or by 
some deed. An attitude which accepts that 
the patient has a mind as well as a body.
Submission received in the consultation on the 
draft patient-centred care discussion paper
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1.3 

EVIDENCE FOR PATIENT-

CENTRED CARE
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PATIENT-CENTRED CARE AS A 

DIMENSION OF HIGH-QUALITY 

HEALTH CARE
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This section presents an overview 
of the policies and approaches 
����
�����
���������������
�����

It also examines the strategies 
���
�����������
����
����
����

����
������������
��
����������

����������
���
�������������

��
���
���������������
����
����

operation at different levels 
and in different sectors of the 
����������
�����
�

2 



DRIVERS, APPROACHES AND INITIATIVES FOR PATIENT-CENTRED CARE Page +{

Collecting and publishing patient 
experience data
���
M�	
U������
���
��
�
U�������
���������
����

�
���
�����
�������
������
������
�
��
�����
��������

�������
�������
���
�����
�%��������
�������&
��
�

��������
������
��
�������	
���
�������
��
�����
������
�

��
��
�������
�
��
����������
�������
��
�������	

������

������
���
�����
�����

�������

England
��
U������	
���
���
��
X�����
������
���"�
������

���
���
��������
���
���
������
��
�����
���
������
���

��������
��
������������
���������
��
������
����	
����

���
��
��
��������
��
F�������
�������
�%��������
������

�����"	
���
�
��
���
��
����������
�������
����
����

���
��
�����
��

���
����
��
�VJ	
YJ

���
���������
������
���
���
���������
����

��

��
���
��
�������
�%���������
���
������
���"�

��������
\�����
�������
~�\��
]����
K����	
Equity and 
Excellence: Liberating the NHS	
���������
��
����
=|+|	<| 
����
���
�����
&��
��!�������
���
������
����
��
U������/

��
������
�
�����������
�\�	
��
�
�����
����������

�����
��	
���
��
��������
������
�
���
��������������

������
���
�\��

��
�������
�����
��!�������	
���
NHS Outcomes 
Framework 2011/12<+
����
���
+|
�����������
����������

���
{+
F�
�����
���
����"
����������	
�������
�������

���
��
����
��
������
�����
���
����
�����
��
����


�&�
��
���
F��������
�������������"
��
������
��

�������	
`�
���
>
�������
����
������
����
�
��������

�%��������
��
����
���
`�
���
V
��
F�������
������"�

]����
��
�
����������
���
���
��
��
���������	

���
��

���
����������
�����
`�
���
>
���
�����
����
�������

�%��������
�������	
���������
���
[������
K�������

K������
������	
���
���������
������	
���
Z��������

������	
���
���
^���������
������	
���
���
'�������
���

U
�������
�������

����
�������
��������
�����
�����
��
&��
������	

legislative and theoretical approaches that have driven 
���
�
�������
��
���������������
����	
��������
��

�������
����������
����
����
����
����
��
���
���
���

�
���
���������������
����
��
������
��������
���

������
�����

�������
���
�������
���������
����
�

��

���
��
�������
�������������
�������������
����

�������
�����
���
���������
��
�������
���������������

�����
#���
�������
��
���������������
����������
����

����
����
�������
��
���������
�������������	
���������

��
�
'���������
�%�
����	
���
��������
��
����������

�����
�����������

'
����
��
���
�������
�������������"
��������
���

�����
��������
��������
���
���������
���
��������

��
'������%
#�

2.1 

INTERNATIONAL POLICY-
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2.2 

PUBLIC VALUE AND 

EXPERIENCE AS DRIVERS FOR 

PATIENT-CENTRED CARE
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2.3 

CONSUMER ENGAGEMENT 

AND PATIENT-CENTRED CARE
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‘Best buys’ for improving 
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» Impact on health behaviour and health status: 
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2.4 

APPROACHES AND STRATEGIES 

TO PROMOTE PATIENT-

CENTRED CARE
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Implementing rights-based patient 
constitutions, charters or codes
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Patient feedback
One method of driving improvements in the overall 
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responding to complaints escalated from local level 
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A patient’s view on making complaints
‘My mother was very concerned about us 
doing anything to upset the apple cart, 
because she said, “I live in a country town. 
There are very few specialists. I’m lucky 
enough to have a heart specialist. If I cause 
problems he may refuse to see me. I won’t 
have anybody to see. I may need him in the 
future,” basically is what she was saying. 
She also said, “I may need at some point to 
go back to that hospital, and if I’m known 
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�
might not agree to look after me,” and she 
said, “Quite frankly, I would rather just let 
things lie.”’
100 Patient Stories Project Data from research 
funded by the Commission

Engaging patients in safety improvement
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strategies to improve safety and manage incidents have 
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patient involvement in incident investigation meetings 
following an adverse event improves the dynamics of 
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Active patient participation in decision-making 
processes and the care of chronic illness has the 
potential to decrease medical errors and adverse 
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Patient feedback informing policy
Hunter New England Health has developed 
the Listening Posts initiative, which 
involves talking with cancer patients, carers 
and community members at the local town 
hall about their experience of care from 
diagnosis through to treatment and beyond. 
The initiative acts as an informal focus 
group. Sandwiches and tea are provided, 
and practical ideas on how services can be 
improved are discussed.
Four Listening Post sessions have been 
conducted to date, with a limit of eight 
participants for each session. At the 
conclusion of each session, a thematic 
analysis is undertaken. The results are fed 
back to the Hunter New England Area Health 
Service to inform its Cancer Strategic Plan.
Hunter New England Health website 
www.hnehealth.nsw.gov.au/news/media_
releases/March_2011/share_your_cancer_
journey_to_improve_services

Improved complaints processes
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at the heart of the reforms to the complaints process set 
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Customer Care�++V

The aim of the reforms is to improve the way healthcare 
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Using information and education 
to facilitate partnerships
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strategies that actively involve patients and their 
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There is also a growing recognition of the need to openly 
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Patient and carer engagement in 
personal care
Health services and health professionals are adopting 
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Using carer knowledge
Carer knowledge can provide valuable 
information about patients that can 
aid healthcare professionals. The Top 5 
program, developed and implemented in 
the Central Coast Sector of North Sydney and 
Central Coast Area Health Service in NSW, 
acknowledges the value of this information. 
It formalises the recording of tips for 
effective communication and supportive 
care, which promotes personalised care.
The Top 5 program was initially designed to 
support patients with cognitive impairment. 
It involves staff engaging with carers to 
	��������	�����	�������������������������
management strategies for patients. The 
Top 5 tips are recorded and placed on the 
patient’s bedside chart for ease of access by 
clinical staff.
�����������������������	�������������		�
Central Coast hospitals, nurses reported 
�	�������	������	����������
������	����
caring for patients, and carers perceived the 
hospital as providing a better health service. 
Patients were reported as being more 
compliant with treatment, receiving more 
effective treatment, being less distressed, 
and having quicker recoveries and shorter 
lengths of stay. Nurses also reported greater 
work satisfaction, better time management, 
feeling safer in the work environment and 
receiving fewer complaints from families.
Central Coast Area Health Service 
Personal communication
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Encouraging greater access to records
The Open Notes project is being conducted 
at the Beth Israel Deaconess Medical 
Center, the Geisinger Health System and 
the Harborview Medical Center in the US. 
More than 100 doctors and 25 000 patients 
are participating in the project, which aims 
to explore what happens when a patient’s 
medical record is made more accessible and 
transparent for the patient.
As part of the project, primary care doctors 
invite their patients to access their medical 
notes via a secure website hosted by their 
healthcare organisation. The patients can 
then use email correspondence and phone 
conversations to follow up on any questions 
they have regarding the content of the notes.
The project will be evaluated using pre- and 
post-design doctor and patient surveys 
to explore the feasibility and impact of 
providing patients with ready access to 
doctors’ notes in an electronic form.133

Open Notes Project 
www.myopennotes.org
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Training consumers in engagement
The Health Issues Centre received funding 
from the Victorian Quality Council to 
develop two accredited training courses 
for consumers and health professionals to 
support effective partnerships. The program 
�������	������	�	������������	����	����	�
need for structured education and training 
for staff to develop and improve leadership, 
and effective consumer participation to 
improve the safety and quality of care.142

The training courses target consumers, 
carers, community representatives 
and health professionals, and provide 
���������
��	������	��������������������
nationally consistent competencies in 
consumer engagement.
To date, a Consumer Leadership course and a 
������������������	��	�������	����������	��
Engagement have been piloted and 
evaluated. The training materials can be 
adapted and used by different organisations.
Health Issues Centre 
www.healthissuescentre.org.au
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Patient and carer engagement at the 
governance level
�����
��
�
������
���������
��
�����
��
������
���

in health service policy and planning internationally 
���
��
'���������
��
��������
��
���
�����
��������
��

�����
���
���
����*���	
��������	
��
�����
���
������

���
����
��������
��������
������
����
��
�
����������

�������
���
����
�����
���
������
������������	
���

they also have roles in governance and planning 
����������
����
���
�����
�������
�����
�������
���

��
���
��������
��������
���
��

������	
��
�������

�����������
��
�����
��
��������
����
�%������
��������

���
��

�������

K������
���
��
���
��������
��������
���
�����
��
���

F�������
�����"�
����
��������
�������
���
�������������

��������������
���
���������
�������
���
��
���


�
����"
������������
��
��������
��������������

��������

�&����
#�������
���������
�������
��������	

��
���

�
����	
�%�������
�������
���
�����	
���&���
��

�����������
��
������
��������
��
���
�������
��������

��
��
����������
���
��
����������
�����
K�������

���
������

��
��

�
����
��
�%������
��������
���

����������
��

������	+{
��
���
��

������
�����

������������
'���������

��
�������/
» providing information to hospital leaders and staff 
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Design and construction of the new 
Queensland Children’s Hospital has been 
informed by a Youth Advisory Group. The 
group, established in 1997, comprises young 
people aged 12–18 who have experienced 
a range of inpatient and outpatient 
clinical treatments.
The group meets every one to two months 
and discusses issues related to the 
development of the Children’s Hospital 
from a consumer and patient’s perspective, 
including architecture, service delivery 
and experiential qualities of the building. 
The group has conducted site visits 
and participated in planning processes 
throughout the hospital, including working 
�����������	������	����	������������
��
��	���
to contribute to the design of wards, retail 
areas, adolescent relaxation and family-
focused spaces.146

Queensland Children’s Hospital Youth 
Advisory Council 
www.health.qld.gov.au/childrenshospital/
content/establish_yaf.asp
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of the physical care environment are emerging as 
����������
�����
��
�
�����
��������"
�%��������
��
�����

���
��������
��
���
M�
�������
��
������������
�������

����
��
�����
��
�������
�����
����������
����������	

in which spatial design is seen as an important part of 
�������
�%��������
���
����������+>{
���������	
�
���

��

����������	
�������������
���
������������
���
�
������

��
�������
����
���

�����
���
��������
���
������������

���
�����������
���
���


���
���
������
�������

!������	
���

���
����
�����
��
�������
��
���
����	
���

����
���������
����
��������
���
�����
���
�
�������

���
�������
���
��
������

���
��������"
�
�������

�%��������
��
�����

���
�������
����
�����
���
������������
������
��
������

K��
������"�
���&
��
���
M��
����
���&
�
������
�����

���������	
���
�����������
���
�����
�����
���
����

�
���
�����	
���
�������
�����
���
���������
��
����

��������
�%�
�������
���
�
����
�����
����

�����

������
���
��
�����	
���������
���������
��
�������

���
��
����
��
�������
���
�	
���
��������

���

��
��������
�������
�����	
������
����&���
����������

and improved signage to help patients orient themselves 
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Experience-based design and co-design
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Leadership and change 
management strategies
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The Patient-Centered Care Improvement Guide+{ provides 
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A carer’s experience of communication
‘We arrived in the ward — a very frightened, 
confused and depressed woman and her 
worried husband — and were kept waiting 
for a long time without explanation.
In due course the psychiatrist appeared. He 
addressed my wife directly. I was ignored, 
but I tagged along. The family unit of a 
man and his wife had become a patient 
and an appendage. We entered the room. 
Then ominous silence for a while. No 
introductions; the doctor without a name. 
No introductions or explanation [as to] 
who might have been the unknown young 
observer sitting in on the consultation. The 
patient had become an item on a conveyor 
belt. The doctor faced the desk and had his 
back to us. At no time did he turn round to 
face us. I entered the discussion only when 
I felt that my comments were needed since 
my wife, because of her mental state, could 
not answer all the questions. I felt that my 
presence was not welcome.’
Submission received in the consultation 
on the draft patient-centred care 
discussion paper
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important to acknowledge that adopting a patient-
centred approach to health care does not negate the 
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Staff satisfaction strategies
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Improving patient and staff experience
In 2011, NSW Health commenced the 
Improving Patient and Staff Experience 
Program. This program is part of the patient 
and carer experience strategy and has been 
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experience for both staff and patients. The 
program will be delivered over 12 months to 
more than 80 clinical areas across 20 hospitals.
Each partner hospital will receive:
» dedicated and facilitated on-site coaching
» executive coaching of leaders to support 

the implementation of the program
» access to online resources and staff 

education program
» near real-time measurement of 

patient experience using the Patient 
Experience Tracker.

The program will be externally evaluated 
to determine its impact and will contribute 
to the evidence base of patient-centred 
approaches to care in Australia.
NSW Health 
Personal communication

Accountability strategies
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Staff and practice development
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which a senior manager writes an inspirational weekly 
message that is recorded on a dedicated phone line and 
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Developing understanding and 
awareness of person-centred care
The Enhancing Practice Program was 
developed by Northern Health, Victoria, in 
collaboration with the Council on the Ageing 
to improve the way health services work 
with older people and their carers.
The program comprises a series of workshops, 
co-hosted by health professionals and 
consumers, that provide participants with 
�������������
�����	#	����������	����������	��
and look at opportunities for adopting a 
more person-centred approach to care. The 
program aims to challenge attitudes and 
behaviours to encourage practice change.
The program’s target audience includes 
all health professionals who work with 
older people. By late 2010, more than 1500 
staff and 500 managers from 23 Victorian 
agencies had participated in the program.
The program was reviewed by the National 
Ageing Research Institute as part of the Best 
Practice in Person-centred Health Care for 
Older Victorians project, and in 2010 was the 
recipient of a silver award at the Victorian 
Public Healthcare Awards.
National Ageing Research Institute website 
www.mednwh.unimelb.edu.au/pchc/
Resources/Training/Staff%20training/
Enhancing%20Practice%20Program.pdf
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2.5 

AN OVERVIEW OF 

LEADING INTERNATIONAL 

ORGANISATIONS
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involving patients and carers as partners in initiatives 
��
�
�����
���
������
���
�������
��
����	+V{
������������

�������
���
K�������
���
K������
������
������
�
����

������

���&�
����
�
������
������&
��
��������	

�����
���	
����
������
���
�����
��
�������������
��

�������
�������
�������
���
��
�������
������
������
�

��
�����	
��������
���
�������������
�������
]\^
���

�����������
�
������
������&
��
K�������
���
K������

������
���
�����	
���������
+{
'���������
���
�����	

who work in partnership with health professionals and 
������

�&���
������
���
�����
��
��������
������
�	

������
���������
���
�
���
���
�������

���
������

��
��������
��
������
����
���
�����������

of patients and families is a central reference point in 
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Case study 2: Medical College 

of Georgia Health Inc., Georgia, 

United States
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THE RELEVANCE OF PATIENT-
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Table 1 
Excerpt from the National Safety and Quality Health Services Standards: standards and criteria relevant to 
patient-centred care
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Home visiting, health and wellbeing
The Australian Nurse Family Partnership 
Program is a national government-funded 
program based on the successful Nurse 
Family Partnership home visiting model, 
�����������	�	���	�������	��	����	����	�
last 30 years by Professor David Olds in 
the US.
The program is an intensive home visiting 
program for women pregnant with an 
Aboriginal and/or Torres Strait Islander 
child and their families. The aim of the 
program is to achieve the best physical, 
social and emotional health outcomes 
during pregnancy and the early years for the 
whole family.
The program provides a structured, 
sustained service delivered by skilled health 
professionals. Nurses visit mothers and their 
families in their own homes, commencing 
during pregnancy and continuing until the 
child is two years old, with the frequency of 
visits tailored to each family’s needs.
The program aims to improve pregnancy 
outcomes by helping women improve 
their own health while they are pregnant, 
and then improve child health and 
development in the early years, through 
good preventative health practices and early 
��	�����������������	���	����
����	������
health issues.
Australian Nurse Family Partnership Program 
www.anfpp.com.au
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Aboriginal and Torres Strait Islander 
primary healthcare policies
In addition to the National Primary Health Care Strategy	
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that are not normally associated with health care in 
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Aboriginal health is not just the physical well 
being of an individual but is the social, emotional 
and cultural well being of the whole community 
in which each individual is able to achieve their 
full potential thereby bringing about the total 
well being of their community.170
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This section highlights some 
of the patient-centred care 
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4.1 

LISTENING TO 

PATIENT FEEDBACK
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4.3 

EXAMPLES OF STATE AND 

TERRITORY INITIATIVES
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4.2 

THE AUSTRALIAN INSTITUTE 

FOR PATIENT AND FAMILY 

CENTRED CARE
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4.4 

CASE STUDIES OF CURRENT 

PATIENT-CENTRED CARE 

ACTIVITIES IN AUSTRALIA
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Case study 3: Calvary Health Care 
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Western Australian Health Complaint Management 
Policy 2009	=|> which recognises the role of complaints 
���
�������&
��
������������
�����
��
�
�����
���
��

���
���
����
�������
������
�����

]'
\�����
���
����

�������
�������
������������
�����

+JJ<�
���
������
K������
U���������
��
\�����
��������

��������
����������
����
����
<|||
������
�����
���

���

�������
�����
������������
������
�
�����
��

��
����
���������
�����
�����
���
��

���������	

���
���
�����
��
��
��������
��
����
���
�����
����

z������
�������
���

���
����������
���
����
��
�����

�������
���������
��

��
����
���
�����

�������

�
�����
���
������������

��
=||J	
���
���������
'���������
K�������
���
K������

������
]��&����
���
����
��
K�����
���
���&����
���

�
�������������
�������
���
]\^
'�������
���
K������

������	
���
X�����	
#������
���
'���������
������&�

���
K�������
���
K������
������	
���
\�����
#����
���

#������
]'	
���
���
^����
��
������
���
�������
��
���

]'
`�����
���
��
\������

���
���&����
�������
��������
�
�����
��
>|
������

�����
���
�

���
��
���

���
�%���������

������

�����
��
������
�����

�������
�
���
����������

���������
���
������
������

�&���
���

������

'���������
���
���&����
��������
��
The Perth 
Declaration for Patient Safety	
�����
������
��
���

London Declaration drafted at a similar workshop in 
X�����
��
=||V�
���
London Declaration is a pledge of 
�����������
�������
�����
���
���
����������
The 
Perth Declaration for Patient Safety
���������
���
������

����
����
������
��
�����������	
���
���
��
'���������

��

�����
��
��

�����
������
���
���&
��
������

����
������
������
�����
���
���
���
���
'
����
��
The 
Perth Declaration for Patient Safety
��
��
'������%
_�



CURRENT JURISDICTIONAL AND OTHER ACTIVITY IN AUSTRALIA Page >{

��
�
��
���
���������
���
������
�������
��

����

���������
���
��������
�������	
���
��������

��
�
�������
���&�
���������
���
��
���
������"�

�
�������
������
���
��
��������
��������"
��
����

���
�
�����
�����
�������
����
_��
�%�
���	
�
��������

���������
���
�������
�����
������
���
�
������
������


�����
���
��
������
���

���
���������
�������
���

���������
���
��������
��

���������
���������
���

���
���&�
���
������

���
����������
����������
��

�
�������
���
���&
���
��

���������
�������
�����

���
���������J>

Case study 5: Quality Framework for 

Australian General Practice
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Case study 6: Patient First Program
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Case study 4: Flinders Medical 

Centre Emergency Department 

Redesign Project

_�������
Z������
#�����
�����������
���
z����������

#���
K�����

��
=||{�
���
���
���
��!������
��
����

program was to address the increasing demand for 
�
�������
��������
��
���
���������
���
������

����

F����
����&���"
~��������
����
�����
����
��
�
�������

����
�����
���
������
���
�����
��"�
������
��
��������

��������
���������
������
���
������
�������

��

��������
�����

z����������
#���
��
��
��
��������
�������
���
���

���
�����
�����������
���
������
��
������
����
����

����
��
���
�������
�����
�����
���
�
������
�����
��

���
��������
���
������+JV
���
������

�������
��
���

�������
!������
���

��
������
��
���������	
���
���

��
���
�����
�����
���
��
F���
������
�������
���
�������"�

����"�
���
���&
��
_�������
Z������
#�����
���
����

�������&��
��
���
�
�������
������
���	
�����
���

������
��
�%��������������
������
~U$`�
�����
��
$���

���
z������+>V

��
=||<	
���
_�������
Z������
#�����
z����������
#���

Program designed and implemented an approach 
��
�������
�������	
�����
���
�����
�%��������
��
���

�
�������
������
����
���
��

���
��
����������

���
�
�����
�������	
�����
���
�����
�%��������
����

���������
���
������"�
�
�������
������
���
���
��

�����
���
U$`

����������
��
�
�����������
��������

��
�������
���
�����
�������������
������
���
������"�


�����
���
�����
�+JV
��
=||<�|?	
����
����
���������

�������
������������
��
=J
�����
����������	
==
�������

���
�����
�������
�
�%���������	
���
+>
�������
���
�����

���������
�����������



Page >> PATIENT-CENTRED CARE: IMPROVING QUALITY AND SAFETY THROUGH PARTNERSHIPS WITH PATIENTS AND CONSUMERS

�%�������
������

��
�
��
���
��
�����������
���

��

�����
����
���
����������
����
����������
��
=||>�
|V�
'�
����������
��
����
��

�����
�%�������
������


�����
����
��������
����
��������
���
����������

�
����
��
���
�����
��
�����
�����
���
����
��������

��
�������
���������
�����
������
����	
���
��
���
�&���

���
���������
��
������
�������
���������
��
���������

��
��������"
�������=+|

Case study 8: Peer service in mental 

health project
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Case study 7: Respecting Patient 

Choices Program

The Respecting Patient Choices Program is an advanced 
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5.1 

REFOCUSING THE WAY WE LOOK 

AT QUALITY IN HEALTH CARE
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to determine the level of patient-centredness in 
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Recommendation 2
A core set of nationally endorsed patient 
survey questions should be developed 
to facilitate collation and comparison 
of patient care experience data in key 
healthcare settings.

Recommendation 3
Patient surveys used to assess patient 
care experience need to include 
��	���������	�������
�����	������
recognised patient-centred care 
domains and assess more than patient 
‘satisfaction’.

Recommendation 1
Policy makers and regulators 
should include patient-centred 
care as a dimension of quality in 
its own right in strategic and other 
policy documentation.

5.2 

PERFORMANCE MONITORING 

AND MEASUREMENT
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Recommendation 6:
Patient-centred care should be a 
component of undergraduate and 
postgraduate education programs for all 
health professionals.
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Recommendation 4
‘Improving patient care experience’ 
should be included as an indicator of 
������
������	#	��	������	�������	�
reporting and funding models.
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Recommendation 5
To improve transparency, Australian 
policy makers and regulators should 
make data regarding patient care 
experience in health services publicly 
available via websites.

5.3 

EDUCATION AND RESEARCH
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and professional development needs of healthcare 
��������������=+V To promote an approach to health care 
delivery in which power and decision making are shared 
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Recommendation 9:
Healthcare service executives 
and managers should ensure that 
organisational systems and processes 
are designed to be patient-centred.

The importance of committed 
senior leadership
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Recommendation 7:
Education programs should engage 
patients and families as teachers and 
collaborators, rather than solely as cases 
to be studied.
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Recommendation 8:
Research funding bodies should 
acknowledge the importance of patient-
centred care to the health system, 
�����������������	��	#	��	�������	�
distribution of funding.

5.4 

ORGANISATIONAL STRATEGIES
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+V= of organisations that have 
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Recommendation 10:
Healthcare service executives and 
managers should develop a shared 
patient-centred mission that senior 
leaders continually articulate to staff to 
promote the implementation of patient-
centred care.

Engaging patients, families and carers 
as partners
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Recommendation 14:
Healthcare service executives and 
managers should ensure that the 
service meets the National Safety and 
Quality Health Service ‘Partnering 
with Consumers’ Standard.

Data driving change: using regular 
collection and feedback of patient 
care experience
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Recommendation 11:
Healthcare service executives and 
managers should develop and 
implement policies and procedures for 
engaging patients, families and carers 
in their own care.

Recommendation 12:
Healthcare service executives and 
managers should develop and 
implement policies and procedures for 
involving patients, families, carers and 
consumers at a service level, in policy 
and program development, quality 
improvement, patient safety initiatives 
and healthcare design.

Recommendation 13:
Healthcare service executives and 
managers should provide support 
for patients, families and carers 
involved in governance to develop the 
necessary skills and capacity required 
for effective partnerships with their 
healthcare organisation.
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» providing a new style of hospital gown to afford 
dignity to patients
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improved patient care experience and other health and 
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Recommendation 18:
Healthcare service executives 
and managers should provide 
organisational support to enable staff 
to partner with patients and consumers 
and to implement necessary changes 
based on that partnership.

Building staff capacity and a supportive 
work environment
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on health and health care

Recommendation 15:
Healthcare service executives and 
managers should ensure that systems 
are in place for the regular collection 
and reporting of patient care experience 
data through quantitative patient 
surveys and qualitative, narrative-
based sources.

Recommendation 16:
Healthcare service executives 
and managers should ensure that 
organisational approaches to quality 
improvement include feedback about 
patient care experience — alongside 
clinical and operational data — when 
determining health service action plans.

Recommendation 17:
Healthcare service executives and 
managers should contribute to the 
evidence base for patient-centred care 
by recording and publishing changes in 
key organisational and patient outcome 
metrics over time.

Supporting improvement of care delivery 
and environment
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» providing welcoming facilities for families
» reviewing hospital signage from a patient perspective
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Recommendation 19:
Healthcare service executives and 
managers should support staff through 
training and education activities 
tailored to building the capacity of all 
staff to deliver patient-centred care.

Recommendation 20:
Healthcare service executives and 
managers should focus on work 
environment, work culture and 
satisfaction of staff as an integral 
strategy for improving patient-
centred care. Workforce surveys 
and review of staff recruitment and 
retention rates should be undertaken 
at regular intervals to monitor the 
work environment.

Accountability at all levels for improving 
patient-centred care
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professionals in which patients and families share 
their experience of care
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involving patients and families in improving care 
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and healthcare organisations can link with service 
providers who have experience of learning from patients 
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Recommendation 22:
Healthcare service executives and 
managers should foster a culture of 
learning within the organisation, 
equally learning from successes and 
failures, including tragic events, to 
promote patient-centred care.
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Recommendation 21:
Healthcare service executives 
and managers should integrate 
accountability for the care experience 
of patients into staff performance 
review processes.

An organisational culture that strongly 
supports learning and improvement
The leading organisations in patient-centred care 
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Appendix A contains two 
tools that may assist health 
services to analyse their own 
needs regarding patient-
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Tool 1: 

Patient-centred care organisational status checklist

 CHECK YOUR ORGANISATIONAL READINESS FOR IMPROVING 

PATIENT CARE EXPERIENCE:
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Tool 2: 

Where do we stand? An assessment tool for hospital trustees, 

administrators, providers, and patient and family leaders (IPFCC 2008)
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Patient and family access to information
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Each patient-centred management patient had a care 
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Limitations:
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This appendix provides links to 
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relevant to patient-centred care 
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C1. 

KEY ORGANISATIONS
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Leading international organisations

Dana-Farber Cancer Institute
�������������������

Institute for Healthcare Improvement
�����������

Institute for Patient- and Family-Centered Care
�������������

Kenneth B Schwartz Center
��������������*����������

The King’s Fund
����&��������������&

Picker Institute
�������&���������������

Picker Institute Europe
�������&������������

Planetree 
�����������������

Studer Group
������������������


World Health Organization — Patients for Patient Safety
����������������������������������������������������
������

Key Australian organisations

Australian Institute for Patient and Family Centred Care
�����������������

Australian organisations for health consumers

Carers Australia
����������������������
���

Centre for Health Communication and Participation
�����������������������

Cochrane Consumers and Communication Review Group
��������������������������������

Cochrane Consumer Network
����������������������
���

Consumers Health Forum of Australia
��������������
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Health Care Consumers’ Association of the ACT
���������������

Health Consumers Alliance of South Australia Inc.
����������������

Health Consumers’ Council (WA) Inc.
����������������

Health Consumers NSW
U
���
����������������������

Health Consumers Queensland
�������������������������

Health Consumers of Rural and Remote Australia Inc.
����������������������

Health Issues Centre Inc. (Victoria)
�����������������������������

National, state and territory government organisations and programs

Department of Health and Ageing
�����������������

Department of Health and Ageing — National Primary Health Care Strategy
���������������������
�����������������

Department of Health and Ageing — National Chronic Disease Strategy and National Service 
Improvement Framework
���������������������������
���������������������������<U<UJ+>|'{`{'{$##'=V<+>|||<'${=$��_�����������{����

Department of Health and Ageing — Fourth National Mental Health Plan
�������������������������������������������������������#�������
�����������������|J����

Department of Health and Ageing — Fifth Community Pharmacy Agreement
���������������������������
�������������������#��������������

����������
���������
��������

Australian Commission on Safety and Quality in Health Care
���������������������������

New South Wales

Health Care Complaints Commission
�������������������

NSW Bureau of Health Information
������������������

NSW Clinical Excellence Commission
�������������������������

NSW Health
���������������������

NSW Health Essentials of Care program
���������������������������������!������������
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NSW Health Patient and Carer Experience
����������������������������
��������%������������

NSW Health Patient Survey
����������������������������������������������

NSW Health ‘Take the Lead’ project
���������������������������������!�������&��������������

Australian Capital Territory

ACT Health Services Commissioner
�����������������������������������������������Y

ACT Health
������������������������������}���������+++>{?J+
�����+=??YVJY<+

ACT Health Healthcare Survey
������������������������������}���������+|+|+Y|J
�����+=V><?J|=Y

ACT Health Access Improvement Program
������������������������������}�������+|+|J+??

Queensland

Health Quality and Complaints Commission
�������������������

Queensland Health
���������������������

Queensland Health Healthcare Experience Improvement Program
�����������������������������������%���
��������������%���
���������

Queensland Health Patient Satisfaction Survey
�������������������������������������������������������

Queensland Health Redesign Projects
������������������������������������
���������!��������

Victoria

Health Services Commissioner
�������������������������

Victorian Department of Health
���������������������

Victorian Department of Health — Improving the Patient Experience Program
����������������������
�����
�����������������������

Victorian Department of Health — Victorian Patient Satisfaction Monitor
����������������������������

Victorian Quality Council
�����������������������������������������������



Page ?| PATIENT-CENTRED CARE: IMPROVING QUALITY AND SAFETY THROUGH PARTNERSHIPS WITH PATIENTS AND CONSUMERS

Northern Territory

Health and Community Services Complaints Commission
�������������������

Northern Territory Department of Health and Families
��������������������

South Australia

Health and Community Services Complaints Commissioner
�������������������

SA Health
����������������������

SA Health Patient Evaluation of Health Services Survey
��������������������������`����������%
}K���#������Z����+�������>>

Tasmania

Health Complaints Commissioner Tasmania
������������
������������������

Department of Health and Human Services Tasmania
�������������������

Western Australia

$	��	���&����������'
��	��
�*	�����+	��	�
��������������������������

WA Health
��������������������

$&�'
��	��
�<�
	�
�����=�����
����*	�������	�>�!���	����������������
����������������������������������������������������������������+�����


WA Health Toolkit for Collecting and Using Patient Stories for Service Improvement
�������������������������������'�����&�����������������������������������������������

C2. 

KEY RESOURCES AND TOOLS
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���
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���������	
���
������
������

General patient-centred care strategies and approaches

Partnering with Patients and Families to Design a Patient and Family-Centred Health Care System — 
Recommendations and Promising Practices (2008)
�������������\���������K������#�������#����K������#�������#���[�������X����������
K�������������K����������_�
��������


A comprehensive review of the worldwide evidence of what works to engage patients and the public 
in healthcare
������������������
��������
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Seeing the Person in the Patient: Point of Care Review Paper
����&��������������&������������!����������������������

The Patient-Centered Care Improvement Guide
���������������������������������
�

Patient-Centered Care Resource Compendium
�����������������
�����X�������������K�������#��������=V=|#����=V=|�
�����
����=V=|[�����=V=|U�������
�=V=|$�������

Self-assessment tool
����������������������������������������������
������
�

Advancing the Practice of Patient- and Family-Centred Care — How to Get Started
�������������������������������������

Partnering with Patients and Families to Design a Patient- and Family-Centred Health Care System — 
Recommendations and Promising Practices
������������������K�������������K����������_�
���������

Partnering with Patients and Families To Design a Patient- and Family-Centered Health Care System: 
A Roadmap for the Future — A Work in Progress
������������������z���
������

Advancing Effective Communication, Cultural Competence, and Patient- and Family-Centered Care
����!������

������������������+�Y�'z���
�����\�������������������<=<����

A Toolkit to Assist Organisations in Initiating Patient Safety Rounds
�������������������������������������������������������������������������������������&�����
�

Schwartz Center Rounds
��������������*�����������������
�����������
�

Carepages
����������������


Picker Institute Always Events Program
��������������������&���������������

Resources on collecting patient feedback

UK Care Quality Commission
�������������&�����������������������������������������������


UK Survey Coordination Centre
������������������

UK General Practice Patient Survey results
���������������������������&��������
�������%

UK National Cancer Action Team Patient Experience
��������������������&

UK National Cancer Patient Experience Survey
������������&�����������
��������������������������������
���������������������+==V=|����

UK National Institute for Health and Clinical Excellence patient experience standard
��������������&��������������%�!��
}����������`���+{=VJ
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Understanding What Matters — A Guide to Using Patient Feedback to Transform Services, UK 
Department of Health
������������&����K�������������������������K������������K�����������K�����'��[��������`\�|JJ<?|

Agency for Healthcare Research and Quality (AHRQ) Consumer Assessment of Healthcare Providers 
and Systems (CAHPS) survey
������������������������������

AHRQ National CAHPS Benchmarking Database
����������������������������������������������
}��+|V���V

Royal Australian College of General Practitioners Patient Feedback Guide
�����������������#�����������������Z����K���������������������������[������K������������������>��U�������
K�������������&����������>�K������_������&[��������

Real-time patient feedback

UK websites offering patient reviews for healthcare services
���������������������

���
������������������������&

Patient choice of provider

NHS Choices
���������&

NHS survey results for patients’ experience of choice
������������&����K�������������������������K������������K����������������������`\�|?V{=J

US Department of Health and Human Services Hospital Compare
��������������
������������

US Department of Health and Human Services Physician Compare
����
��������������������������������������������%

Rights-based charters and codes

The NHS Constitution
������������&����K�������������������������K������������K�����������K�����'��[��������`\�++{Y+{

American Hospital Association Communicating with patients
�����������������������#�

����������]����K������������%���
�

Centers for Medicare and Medicaid Services — Important Message From Medicare Notice
��������������������������\�#�����#Z��z�+J{����

Code of Health and Disability Services Consumers’ Rights Regulation 1996 New Zealand
����������������������*�������������������+JJY�||<?��������`XZ=|J|?|���
�

Australian Charter of Healthcare Rights
�����������������������������������������������������������#���������
������'#\z�����|+������_����

+<V{<������������

London Declaration for Patient Safety
�����������������������������������������������X������`�����������U�����

Patient Rights (Scotland) Bill (SP Bill 42)
�������������������
�����&��{�������>=�K������z�����
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ACT Human Rights Act
�����������������������������=||>�V������������

Victorian Charter of Human Rights and Responsibilities
��������������������������������������������������=||Y>{{�

SA Charter for Health and Community Services
���������������������������������

Redesign and experience-based design

NHS Institute for Innovation and Improvement Case Studies
�������������������&��������������������%��������������������������������������
�

Victorian Health Service Management Innovation Council — redesign website
����������������������
�����
�������������������������������


A Toolkit for Redesign in Health Care
����������������������&�������%���
�

Improving complaints processes

UK Department of Health guide and advice sheets
������������&����K�������������������������K�����������

Listening, Responding, Improving: A Guide to Better Customer Care, UK Department of Health
������������&����K�������������������������K������������K�����������K�����'��[��������`\�|JV>|?

Consumer engagement and supporting consumer participation

Joint Commission Speak Up Program
����!������

���������������&������%

Picker Institute Europe Invest in Engagement website
������������������
���������

QLD Health Community Engagement Handbook
����������������������������������
��������
��=||?�|>�=|>V?Y��������||||+����

QLD Health Consumer and Community Participation Toolkit
����������������������������������
��������
��=||?�|?�==Y<|Y��������||||+����

Improving Health Services through Consumer Participation: A Resource Guide
����������������������������������
���������������
�}�����
����
�==YV{+

Consumer and Community Participation Self-Assessment Tool for Hospitals
����������������������������������
��������
��=||?�|>�=|>VJ|��������||||+����
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Standards

Australian Commission on Safety and Quality in Health Care — Draft National Safety and Quality 
Health Service Standards
�����������������������������������������������������������#�������K�������K�����
�|<

Royal Australian College of General Practitioners — Standards for General Practices (Fourth Edition)
�����������������#�����������������Z����K���������������������������[������K���������
���������>��U����������

National Institute for Health and Clinical Excellence — Quality Standard for Patient Experience
����/���������������������&�}����������`���+{=VJ

Australian Commission on Safety and Quality in Health Care — Open Disclosure Standard
��������/���������������������������������������������������#�������{`V_++>Y>Y#U_J{`#'=V<+`V|||$_U$<�

�_����^���`�����������������

Shared decision-making tools

Implementing Shared Decision-Making in the UK
����������������&���������
��<V�<Y�{+{�VJV��
���
�������=|�������=|���������=|
�&����=|���=|����=|M��
���}������
�����MZ]����

Shared Decision Aids website — Ottowa Hospital Research Institute
����/����������������������

Sydney Health Decision Group
����/����������������
�����������������������������������
�����

Interventions for Improving the Adoption of Shared Decision Making by Healthcare Professionals
���=���������������������������||Y<{=���
�

Health literacy

Invest in engagement — health literacy website
������������������
���������\�����X����������

US Department of Health and Human Services — health literacy website
�����������������

�������������������

AHRQ Health Literacy and Cultural Competency website
�������������������������%���
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Appendix D 
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Healthcare Rights



Guiding Principles
These three principles describe 
how this Charter applies in the 
Australian health system. 

1 Everyone has the right to be able 
to access health care and this 

right is essential for the Charter to be 
meaningful. 

2 The Australian Government 
commits to international 

agreements about human rights which 
recognise everyone’s right to have the 
highest possible standard of physical 
and mental health. 

3  Australia is a society made up of 
people with different cultures 

and ways of life, and the Charter 
acknowledges and respects these 
differences.

The Australian Charter of Healthcare Rights describes the rights of patients and other people using 
the Australian health system. These rights are essential to make sure that, wherever and whenever 
care is provided, it is of high quality and is safe. 

The Charter recognises that people receiving care and people providing care all have important parts to play in 
achieving healthcare rights. The Charter allows patients, consumers, families, carers and services providing health 
care to share an understanding of the rights of people receiving health care. This helps everyone to work together 
towards a safe and high quality health system. A genuine partnership between patients, consumers and providers 
is important so that everyone achieves the best possible outcomes.

AUSTRALIAN CHARTER OF 
HEALTHCARE RIGHTS

I have a right to receive safe and 
high quality care.

I receive safe and high quality 
health services, provided with 
professional care, skill and 
competence.

What can I expect from the Australian health system?

Safety

I have a right to be shown 
respect, dignity and 
consideration.

The care provided shows 
respect to me and my culture, 
beliefs, values and personal 
characteristics. 

Respect

I have a right to be informed 
about services, treatment, 
options and costs in a clear and 
open way.

I receive open, timely and 
appropriate communication 
about my health care in a way I 
can understand.

Communication

I have a right to be included in 
decisions and choices about my 
care.

I may join in making decisions 
and choices about my care and 
about health service planning.

Participation

I have a right to privacy and 
confidentiality of my personal 
information.

My personal privacy is 
maintained and proper handling 
of my personal health and other 
information is assured.

Privacy

I have a right to comment on my 
care and to have my concerns 
addressed.

I can comment on or complain 
about my care and have my 
concerns dealt with properly and 
promptly.

Comment

I have a right to health care. I can access services to address my 
healthcare needs.

Access

MY RIGHTS WHAT THIS MEANS

For further information please visit
www.safetyandquality.gov.au
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Health Care



The Framework should: 

www.safetyandquality.gov.au

consumer centred

driven by information organised for safety
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Safe, high-quality 
health is always:

What it means for me as 
a consumer or patient:

1.1

1.2
1.3

1.4

1.5

1.6

1.7

1.8

1.9

2.1

2.2

2.3

2.4

3.1

3.2

3.3

3.4

3.5

3.6

3.7

3.8

Areas for action by people 
in the health system:

1 Consumer 
centred

2 Driven by 
information

3 Organised 
for safety

Australian Safety and Quality 
Framework for Health Care
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The Perth Declaration for Patient Safety and the 
Australian workshop information is available at 
www.hconc.org.au.
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