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Using the Australian  
Charter of Healthcare Rights  
in your health service
The Australian Charter of Healthcare Rights 
(the Charter) describes what consumers, or someone 
they care for can expect when receiving health care. 
Everyone who works in a health service is responsible 
for upholding healthcare rights. 

This fact sheet provides information about how to use 
the Charter in your health service.

Why is the Charter important?
Healthcare rights are human rights. Australia has 
committed to international agreements that recognise 
everyone has the right to enjoy the best possible 
standard of physical and mental health. 

There are seven healthcare rights in the Charter. 
These are: access, safety, respect, information, 
partnership, privacy and giving feedback.

Upholding healthcare rights helps ensure that people 
receive safe, high-quality and person-centred care. 
Using the Charter supports a shared understanding of 
healthcare rights between consumers, clinicians, health 
services and their workforce: 
	■ For consumers understanding their rights can 

empower them to be actively involved in their health 
care, to ask questions if they need information or 
support, and to share feedback or concerns if their 
rights are not being upheld.

	■ For clinicians upholding healthcare rights is an 
ethical responsibility and is included in many 
practitioners’ codes of conduct. Clinicians also 
play an important role in supporting consumers 
to understand their healthcare rights by helping 
consumers to understand information about their 
care and treatment options and involving them as 
partners in decisions about their care.

	■ For health services the Charter explains the 
responsibilities of an organisation in upholding 
these rights and provides a framework for delivering 
person-centred care.

Do we need to use a Charter? 
Yes. The Charter applies in all places where health care 
is provided. This includes public and private hospitals, 
day procedure facilities, general practices, specialist 
clinics, community health centres, dental clinics and 
allied health provider services.

National standards
The Charter is embedded within the: 
	■ National Safety and Quality Health Service 

Standards (Action 2.03)
	■ National Safety and Quality Primary and 

Community Healthcare Standards (Action 2.02)
	■ National Safety and Quality Digital Mental Health 

Standards (Action 2.1).

These standards require health services to use a 
charter that is consistent with the Australian Charter 
of Healthcare Rights; and make it easily accessible for 
patients, consumers, carers and families. 

Health services also need to support their workforce to 
apply the principles of the Charter under the Primary 
and Community Healthcare Standards. 

Options for using a charter 
Your health service can decide which charter of rights 
you use. You can: 
1.	 Adopt the Australian Charter of Healthcare Rights
2.	 Review or develop a charter for your organisation. 

You will need to ensure that your charter includes 
the seven rights in the Australian Charter 
of Healthcare Rights and is consistent with 
its principles.

https://www.safetyandquality.gov.au/standards/nsqhs-standards
https://www.safetyandquality.gov.au/standards/nsqhs-standards
https://www.safetyandquality.gov.au/standards/primary-and-community-healthcare
https://www.safetyandquality.gov.au/standards/primary-and-community-healthcare
https://www.safetyandquality.gov.au/standards/national-safety-and-quality-digital-mental-health-standards/partnering-consumers-standard
https://www.safetyandquality.gov.au/standards/national-safety-and-quality-digital-mental-health-standards/partnering-consumers-standard
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Strategies to support the use of 
the Charter
Regardless of whether you decide to adopt the 
Australian Charter of Healthcare Rights, or develop 
your own, there are a range of strategies that can 
support its use. When planning your approach, 
consider the characteristics of your organisation, the 
services you deliver, the needs of your consumers and 
the diversity of the communities you serve.

Plan a whole-of-organisation approach
Upholding the rights in the Charter needs a 
coordinated effort across the whole organisation. The 
National Model Clinical Governance Framework can 
help with planning a whole-of-organisation approach. 

A health service organisation’s clinical governance 
framework describes the safety and quality systems 
and processes that need to be in place to ensure the 
delivery of safe, high-quality health care. Including 
guidance about the role of Charter in the clinical 
governance framework, helps to communicate 
the agreed approach for the whole organisation in 
implementing the Charter. 

Support consumer understanding 
of healthcare rights
Strategies include:
	■ Displaying information about the Charter, in places 

of high visibility such as at reception desks, waiting 
areas, consulting rooms or, on digital platforms such 
as on your website

	■ Sharing information about healthcare rights before 
or during an admission appointment or at the 
bedside (if in hospital). Ideally information should be 
shared as a discussion, as well as providing written 
information. It could be as simple as highlighting 
a consumer’s right to information about care and 
treatment options and how this is important for 
being able to share decisions about their care

	■ Assisting consumers who need support to 
understand their rights by providing information 
that is accessible such as Easy Read, Auslan, Braille 
and audio-visual formats and access to interpreters 
and translations in community languages

	■ Providing opportunities for consumers to give 
feedback about their rights and letting them know it 
is welcome. This is an opportunity for staff to work 
with consumers to improve the way healthcare 
rights are upheld and care is delivered

	■ Seeking feedback from consumers about new ways 
the Charter could be promoted and used. 

Promote workforce understanding 
of healthcare rights
Strategies include:
	■ Training your workforce about their responsibilities 

to uphold healthcare rights. For example, provide 
information at staff meetings and at orientation for 
new staff and ongoing education 

	■ Ensuring your workforce has the right skills 
to provide care that aligns with the Charter. 
For example, skills are needed with shared 
decision making and knowledge of how health 
literacy influences a person’s ability to understand 
information and participate in decisions about 
their care

	■ Put in place resources, processes and training to 
assist administrative staff and clinicians to use 
alternative styles of communication when needed. 
For example, set up a process to identify ahead 
of an appointment if a person has alternative 
communication needs. This can assist staff to 
arrange support including use of interpreters, 
translation of key documents, access to easy read 
information and Auslan. These systems will assist 
consumers from diverse backgrounds, cognitive 
impairment, intellectual disability and others who 
have additional communication needs

	■ Incorporate healthcare rights training into your 
regular education calendar, including the role and 
importance of the Charter, shared decision making, 
health literacy, communicating risks and benefits of 
treatment options, informed consent processes and 
how to manage feedback and complaints

	■ Having clear pathways for consumers to make 
a complaint and/or share feedback about their 
experience of care. The workforce should be trained 
on these pathways and share this information with 
consumers to guide them through the process of 
making a complaint and sharing feedback.

https://www.safetyandquality.gov.au/topic/national-model-clinical-governance-framework
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Embed the Charter into systems to guide 
health service planning and delivery
Strategies include:
	■ Incorporating the Charter into your processes, 

policies and codes of conduct. Consider how the 
rights in the Charter can be achieved through 
processes related to quality improvement, 
risk management, incident management, 
open disclosure, informed consent, feedback 
and complaints

	■ Developing policies and procedures that outline how 
the rights in the Charter will be achieved

	■ Using the Charter as a reference point for the 
management of feedback and complaints. 

Measure the impact of the Charter and 
its effect on consumer experience
Strategies include:
	■ Gathering information about the Charter in 

consumer experience surveys by including questions 
about whether they are aware of the Charter and 
whether their rights were upheld

	■ Plan ways to seek feedback about the Charter from 
diverse consumers including Aboriginal and Torres 
Strait Islander peoples, culturally and linguistically 
diverse groups, LGBTQI+ groups, consumers with a 
lived experience of mental illness and disabilities

	■ Gathering information from your workforce by 
conducting surveys about their understanding of, 
and attitude to, the Charter

	■ Monitoring complaints and feedback to identify 
where improvements to align with the Charter 
are needed

	■ Monitoring changes that are made to improve how 
healthcare rights are upheld and providing this 
feedback to consumers and staff.

Resources
The Charter is available as a:
	■ Poster
	■ Flyer
	■ Animation
	■ Guide for consumers
	■ Guide for people with cognitive impairment
	■ Auslan
	■ Audio recordings
	■ Braille
	■ Easy English
	■ Translations
	■ Digital signage.

	� Visit the Australian Commission 
on Safety and Quality in Health 
Care’s website to download the 
resources above.

Questions?
For more information about the Charter, please 
visit: www.safetyandquality.gov.au/consumers/
working-your-healthcare-provider/australian-charter-
healthcare-rights 

You can also email us at partneringwithconsumers@
safetyandquality.gov.au.
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