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Katungul Aboriginal Corporation Regional Health and Community Services
[bookmark: _Toc482698442][bookmark: _Toc55573988]PATIENT RIGHTS AND RESPONSIBILITIES POLICY AND PROCEDURE
[bookmark: _Toc55573989]Purpose
The purpose of this policy is to ensure that patients of Katungul’s clinics and health services understand the rights they are entitled to when receiving our services, as well as the responsibilities they are expected to uphold when accessing services or otherwise interacting with Katungul. 
Policy	
In order to maintain open and honest collaboration with patients in delivering care, Katungul staff must ensure all patients are aware of their rights and responsibilities related to accessing clinical services at any of our locations. 

Patients are made aware of what they can expect from us, and what we expect of them, through a number of communicative methods as suitable to patient need. 

All members of the Katungul team must uphold patient rights throughout the delivery of clinical services, and all patients of Katungul must also uphold their responsibilities within the service. Failure of patients to undertake their responsibilities may result in staff making efforts to reiterate expectations and correct behaviour, and in certain circumstances, may result in cessation of care.  
[bookmark: _Toc55573990]Procedure
Our patient Charter of Rights and Responsibilities is based on the Australian Charter of Healthcare Rights which applies to health services across Australia. It has been adapted to suit the needs of our organisation and the patient base accessing clinical services. Katungul’s Charter is as follows:

Katungul’s Charter of Patient Rights and Responsibilities

I have a right to:
· Access
· Access to health services in a way that meets my needs
· Access to information about my care or the service in a format that meets my needs
· Safety
· Receive safe and high-quality healthcare from all Katungul clinicians
· Receive care in an environment that is culturally safe and where I feel welcome
· Respect
· Be treated as an individual and with dignity and respect
· Have my life experiences heard and not doubted
· Have my culture, identity, beliefs and choices recognised and respected without judgement
· Partnership
· Ask questions about services I receive and be involved in open and honest communication in a way that makes sense to me
· Make decisions about my care with my healthcare provider to the extent that I choose and am able to
· Include the people I want in planning and decision-making around my care
· Information
· Clear information about my condition and the possible risks and benefits of different treatments and tests so I can give my informed consent
· Receive information about services, waiting times and costs
· Be given assistance, when I need it, to help me understand and use health information
· Access my health information
· Be told if something has gone wrong during my health care, how it happened, how it may affect me and what is being done to make it safe
· Privacy
· Have my personal privacy respected
· Have information about me and my health kept secure and confidential
· Give Feedback
· Provide feedback or make a complaint without it affecting the way that I am treated
· Have my concerns addressed in a timely and transparent way
· Share my experiences and participate to improve the quality of care and health services

I am responsible for:
· Treating Katungul team members with respect
· Communicate respectfully, without shouting or yelling
· Respect their boundaries and personal space
· Treating other members of the community with respect
· Communicate respectfully, without shouting or yelling
· Not interrupt or prevent services being delivered to other people
· Respecting other people’s privacy
· Understand I may see people from my community at the health service and respect their privacy, and not speak about someone else’s healthcare where it doesn’t involve me
· Keeping promises and commitments I make to Katungul
· Show up for appointments or booked services
· Participate in services I have committed to
· Telling staff when something comes up
· Tell Katungul if I cannot make it to an appointment with as much notice as possible
· Raise concerns with staff if I feel I have been misunderstood or I am not happy with the care I am receiving
· Tell staff when my contact details have changed
· Tell healthcare providers if something important has changed about my care, like a new allergy, a recent operation or a new carer supporting me
· Openly communicate with staff so the service they are providing can happen smoothly
· Sticking to my treatment plans as best I can 
· Listen to my healthcare providers when they explain things to me
· Ask questions if I don’t understand something
· Advise staff how I like to receive information (like written information or verbal explanations)
· Try my best to follow my healthcare provider’s directions, and tell them if the directions are hard for me to stick to and I need more help or a different approach
· Get ordered tests or scans as soon as I can
· Attend appointments for referred specialists as soon as I can 

The Rights and Responsibilities Charter is communicated to patients through:
· Display in waiting rooms at all locations and in consultation and treatment rooms
· Inclusion on the new patient registration form
· Verbally by staff when communicating with patients
· On our social media channels
· On the organisations’ website. 

Where staff are experiencing difficulties with a patient’s behaviour or conduct within the organisation, staff are advised to remind patients of their responsibilities when receiving services from Katungul and may choose to provide a printed copy of the Charter to further emphasise the message. 

In instances where a patient is repeatedly not upholding their responsibilities and remedial actions/efforts to correct behaviour have not been effective, the situation should be explained in writing to the Senior Clinical Lead, who will review the information and communicate with the Chief Operating Officer and others where relevant, e.g. Practice Manager and treating practitioner, to determine whether Katungul should cease providing services to the patient. Where it is determined that cessation of care is appropriate, a recommendation in writing with an explanation is provided by the Senior Clinical Lead and COO to the CEO who has the final determination as to whether or not care should be ceased or there are other actions that can be taken to remedy the behaviour. Where care is ceased, this should follow our Cessation of Care Procedure within the Clinical Handover Policy. 
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