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Introduction 
Consumers Health Forum of Australia (CHF) appreciates the opportunity to provide feedback 
in response to the Australian Charter of Healthcare Rights: Consumer Guide. CHF is the national 
peak body representing the interests of Australian healthcare consumers and those with an 
interest in health care consumer affairs. CHF works to achieve safe, quality, timely healthcare 
for all Australians, supported by accessible health information and systems. At the heart of 
CHF’s policy agenda is patient-centred care.  

CHF has established three Special Interest Groups (SIGs) as an additional way to involve our 
members and consumer representatives in shaping our policy and advocacy work so that it 
features even more consumer insight and perspective. One of the SIGs focuses on Safety and 
Quality in Healthcare and was established to work with CHF and connect to the Australian 
Commission on Safety and Quality in Health Care (the Commission) for user testing of 
resources such as decision support tools, consumer factsheets and consumer tools. Members 
of the Safety and Quality SIG were invited to provide feedback via group email and a 
videoconference to inform our response to this public consultation. Overall, nine members of 
CHF’s Safety and Quality SIG provided feedback.  

Key Considerations 

Target Audience 
One member of the Safety and Quality SIG raised concern that the average consumer would 
not know how to access this information, let alone read, understand the information or know 
what to do. Other members agreed and felt the consumer guide was more about empowering 
consumer advocates (e.g. consumer advocates working in hospitals). While from a consumer 
perspective, members felt this consumer guide was more about promoting the notion that 
consumers have rights as many are unaware. CHF agree that the consumer guide will likely be 
utilised more by consumer advocates or informed consumers, rather than those who may be 
most vulnerable.  

While consumer advocates no doubt play an important role, not all consumers will have access 
to one. CHF would expect to see the consumer guide for the Australian Charter of Healthcare 
Rights highly visible in each of the settings mentioned in the consultation survey including:  

- Directly provided to consumers by a healthcare professional  
- Hospital waiting rooms and other areas 
- Day procedure services  
- Pathology and imaging services  
- Allied health practices (e.g. dentists, physiotherapists, podiatrists) 
- Pharmacies 
- General practitioner clinics  
- Aboriginal Medical Services  
- Community services  
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- Migrant and refugee services  
- Mental health services, and  
- Community organisations  

In addition to availability in care settings, CHF would recommend that the booklet (or awareness 
of its existence) is made visible on platforms where consumers routinely go for health 
information such as HealthDirect, consumer peak body website and facilities such as CHF’s 
#BeHealthAware health literacy portal. CHF would also expect the consumer guide to be 
available to consumer at different stages of care such as:  

- Before a consultation 
- During a consultation  
- Before going to hospital  
- During a hospital stay  
- Before surgery  
- To resolve a complaint  

Readability  
Members of the Safety and Quality SIG felt the consumer guide is ‘information overload’ and 
suggested it may only be of interest to someone who wanted to make a complaint. Another 
consumer agreed and felt that while the intent of the consumer guide and information was 
good, it is far too long and comprehensive for the average consumer. There was some 
agreement among the group that the length of the document may be off putting to some 
consumers, preventing them from reading it at all. Other members disagreed and were glad to 
see a comprehensive document containing sufficient information, enabling consumers to pick 
and choose the information that is relevant to them at the time. One consumer said:  

“The more information that is out there, the better…there is no compulsion to 
read the whole document.” 

While CHF agree that the length and type of information included in the document is appropriate 
for the purpose of the consumer guide, one of the limitations of our special interest group is 
that our members are relatively informed consumers and if some of our members ‘gave up’ on 
reading the document, we are concerned how helpful the average consumer would find it. CHF 
recommend further consultation for user testing before finalising the consumer guide.  

External Web Links 
One member suggested the web links are not necessarily useful:  

“I go to the links and I still can’t find any useful information about informed 
consent, substitute decision-making (“no results found”). I would give up 
looking!” 

In addition, members questioned what form the consumer guide would be available in (i.e. hard 
copy and/or online). While members recognise and appreciate some consumers would prefer 
to access a hard copy, concern was raised about how consumers would access the web links 
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mentioned throughout the document. For example, Consumer Guide Section 1 – Background 
states:  

“Australia takes part in the international agreements about human rights”  

Firstly, CHF strongly recommend that the guide for consumers is available in multiple formats, 
including both online and hard copies. In addition, while the above example may be suitable for 
consumers accessing this guide online, CHF recommend including the full web links (i.e. 
https://www.humanrights.gov.au/about/what-are-human-rights) within the guide to ensure 
consumers accessing hard copies are also able to access further information online if required. 
The full web links could be included in the ‘Box’ within each section. This appears to already 
happen within part of the draft guide for consumers. See ‘Box 4’ as an example of how the full 
web links could be presented in a hard copy.  

Box 4: Further information and resources about your right to partnership 

 Children and young people have specific healthcare needs and rights. These are 
explained in the ‘Charter on the rights of children and young people in healthcare 
services in Australia’ available at: https://children.wcha.asn.au/ 

 For information and resources about substitute decision-making and cognitive 
impairment visit: https://cognitivecare.gov.au 

 
CHF recommend using this approach throughout the consumer guide. Box 3 below is an 
example of what CHF feel is inappropriate for consumers accessing a hard copy of this guide.  

Box 3: Further information and resources about your right to safety 
 
There are different kinds of national standards that have been developed to ensure you 
receive safe and high-quality health care. These include the: 

 National Safety and Quality Health Service Standards which describe the level of care 
that should be provided by health services, and the systems that are needed to deliver 
this care 

 Clinical Care Standards which describe the care that patients should receive for a 
particular condition 

 National Standards for Mental Health Services which describe actions that support 
improvements in the quality of mental health services. 

 
Furthermore, with so many external links referred to within this consumer guide, CHF believe it 
is important for the Commission to ensure they are kept up to date and work. The importance 
of this is emphasised in the draft consumer guide with a member highlighting some of the 
current links don’t work. For example, ‘Box 2: Further information and resources about your right 
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to healthcare access’ includes the following link: www.medicare.gov.au, however when selected 
appears with an error.   

In addition, members felt the web links did not always lead directly to relevant information. For 
example:  

“Box 4: Further information and resources about your right to partnership 

Children and young people have specific healthcare needs and rights. These 
are explained in the ‘Charter on the rights of children and young people in 
healthcare services in Australia’ available at: https://children.wcha.asn.au/”  

The link above doesn’t refer directly to the Charter on the rights of children and young people in 
healthcare services in Australia as suggested but rather leads to the home page of Children’s 
Healthcare Australasia. CHF recommend replacing the above link with the direct link 
(https://children.wcha.asn.au/sites/default/files/australian_version_final_210911web.pdf). 
Furthermore, CHF recommend the Commission ensure other web links available in the draft 
guide for consumers links directly to the information it is referring to.  

Finally, ‘Box 5: Further information and resources about your right to information’ includes the 
following link to further information about informed consent: 
https://www.healthdirect.gov.au/informed-consent, however the link doesn’t appear to work 
when selected.  

Practicality 
Some members felt there were sections of the draft guide for consumers that were misleading. 
For example, Section 6 – Information, includes information about consumer rights to an 
interpreter and that ‘interpreters should be used at all important times in your care such as when 
talking about your medical history, diagnosis, treatment options, test results and when you are 
deciding about whether to give consent for treatment’. CHF agree, interpreters should be used 
during these important times, however the reality is, they may not be available for consumers 
when required.  

Further consultation 
We recommend that, following this initial consultation, a revised draft become available for 
further feedback before finalising the draft guide for consumers. We recognise the Commission 
have done this in the past (for example, the Australian Charter of Healthcare Rights) and support 
this process to allow consumers to see what changes the Commission have implemented. 
 
 


