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1. Purpose
To state the rights every patient of [ORGANIZATION NAME] holds, the responsibilities the clinic asks of patients in return, and how the clinic ensures patients know these rights and can exercise them.
2. Scope
Every patient, at every contact — in person, by phone, or online — and every staff member, including reception, administrative, and contracted staff.
3. Definitions
1. Patient — any person receiving, seeking, or registered for care at the clinic, and where the patient lacks capacity, their legal representative
1. Right — an entitlement the clinic guarantees and that a patient can insist on without justification or penalty
1. Responsibility — conduct the clinic asks of patients so that care can be delivered safely to everyone; failure to meet a responsibility does not remove a right
4. Patient Rights
Every patient has the right to:
1. Be treated with dignity, courtesy, and respect, regardless of age, sex, gender, ethnicity, religion, disability, language, legal status, or ability to pay
1. Receive care that is safe, appropriate, and based on current professional standards
1. Know the name and role of every person involved in their care
1. Receive information about their condition, the proposed treatment, its risks, benefits, and alternatives, in a language and form they understand, and to have their understanding checked
1. Give or refuse consent to any examination, treatment, or procedure, and to withdraw consent at any time, without affecting their right to other care
1. Have their personal and health information kept confidential and shared only with those involved in their care or as the law requires
1. See their own medical record and obtain a copy
1. Know the cost of care before it is provided, and receive a clear, itemised account
1. Have a chaperone present during intimate examinations
1. Bring a support person to consultations
1. Refuse to take part in research or teaching without any effect on their care
1. Complain — to the clinic and to external bodies — and receive a response without any retaliation
1. Receive an explanation and an apology when something goes wrong
5. Patient Responsibilities
The clinic asks every patient to:
1. Give accurate and complete information about their health, medications, and allergies
1. Tell staff if they do not understand something, or if their condition changes
1. Follow the agreed treatment plan, or tell staff if they cannot or choose not to
1. Treat staff and other patients with courtesy; the clinic does not accept abuse, threats, or violence toward staff
1. Keep appointments or cancel with reasonable notice
1. Meet their financial obligations as agreed
6. Communicating Rights
1. The rights and responsibilities are displayed in large print in the waiting area and every consulting room, in the languages of the clinic's main patient groups
1. A one-page summary is given to every new patient at registration and explained by reception; the patient's receipt is recorded
1. Staff can name the principal rights and explain how a patient exercises each; this is assessed at induction and reviewed annually
1. Patients with visual, hearing, cognitive, or language barriers receive the information in an accessible form per PR-02 and PR-05
1. Any patient who asks is told immediately how to complain (CC-03) and how to see their record (REC-01)
7. Verification
The Quality Manager asks a sample of at least 10 patients each quarter to name one right they hold at the clinic; the proportion who can is reported to management review with a target of 80%. Patient feedback (CC-02) and complaints (CC-03) are reviewed quarterly for any pattern suggesting a right is not being honoured.
8. Distribution of Responsibilities
	Task
	Director
	Quality Manager
	Reception
	Clinical Staff

	Approval of this policy
	Final
	Prepare
	
	

	Displaying and issuing the rights summary
	
	Verify
	Responsible
	

	Honouring rights in every encounter
	
	
	Responsible
	Responsible

	Quarterly patient verification
	
	Responsible
	
	

	Acting on complaints about rights
	Receive
	Responsible
	
	


9. Accompanying Documentation
	Code
	Title

	PR-02
	Interpreter and Language Access

	PR-05
	Accessibility and Disability Access

	PR-06
	Informed Consent

	CC-03
	Complaints Handling

	REC-01
	Medical Records Management
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