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Attachment 1 
 

Submission from the Australian Commission on Safety and Quality in Health Care to the 
inquiry into the Esther Foundation and unregulated private health facilities 
 

1. National Standards 
 
The Commission is responsible for the development of the National Safety and Quality Health 
Care (NSQHS) Standards and assessment of these standards under the Australian Health 
Service Safety and Quality Accreditation (AHSSQA) Scheme. The primary aim of the NSQHS 
Standards is to protect the public from harm and to improve the quality of health service 
provision. The NSQHS Standards outline safety and quality outcomes that a health service 
organisation must achieve, while allowing health service organisations the flexibility to decide 
how to achieve these outcomes in a way that is appropriate for their context.  The scheme is the 
oversight framework for the assessment of all public and private hospitals and day procedure 
services in Australia. 
 
Accreditation is independent recognition that an organisation, practice, service, program or 
activity complies with the standards. Accreditation provides quality and performance assurance 
for owners, managers, staff, funding bodies and consumers. Conducting short-notice or 
unannounced assessments of health services provides an additional mechanism to test 
everyday practice and support safe and high-quality care delivery. 
 
Following an assessment, a report is issued to the facility detailing its performance against the 
NSQHS Standards, based on the findings of an independent assessor. The report includes 
compliance level ratings for each action that was assessed and includes commentary or 
recommendations on key findings. Where an action is not rated as ‘met’, corrective action is 
specified and must be actioned within 60 business days.  
 
The NSQHS Standards, particularly those actions relevant to mental health, may apply to 
services not currently covered by the Act, including drug and alcohol, and rehabilitation 
services. The Commission has developed the NSQHS Standards User Guide for Health 
Services Providing Care for People with Mental Health Issues. The principles and actions 
described in the guide may apply directly to unregulated health services.  
 
For example, elements of the Clinical Governance Standard could be implemented to increase 
an organisation’s transparency and improve accountability. Similarly, aspects of the Partnering 
with Consumers Standard could be applied to ensure care for people with mental health issues 
is fully integrated into a service, while acknowledging the need to include consumers in the 
planning, design, delivery, measurement and evaluation of systems and services. 
 

2. Complaints Handling Guidance  
 
The Commission does not have the authority to investigate complaints about health service 
organisations or practitioners unless requested to do so by the system regulator. The 
Commission has no direct role in patient care. The Commission’s role is to assist clinicians and 
health services improve the safety and quality of the care they provide.  
 
The Commission provides the following advice to consumers in relation to complaints about 
health service organisations:  
 

• Share your feedback with a clinician or other staff member of the health service 
organisation in person  

• Speak to the Nurse Manager or lead clinician in your care  



 

  
 
 

• Provide your feedback on a feedback form  

• Contact the health service organisation’s consumer advocate or patient liaison officer to 
help resolve any concerns  

• Contact your state and territory’s health complaints authority if you do not receive a 
response, or if you are not satisfied with the response you receive from the health 
service. 

 
Complaints about specific registered health practitioners should be made to the Australian 
Health Practitioner Regulation Agency (AHPRA). 
  
The Commission has published Understanding My Healthcare Rights which is a comprehensive 
guide to the healthcare rights patients can expect including access, respect, partnership, 
information, privacy and giving feedback. 
 

3. Open Disclosure  
 

Open disclosure is the open discussion with the patient, their family and carers of adverse 
events that result in harm to a patient while receiving health care. The elements of open 
disclosure are:   
 

• an apology or expression of regret, which should include the words ‘I am sorry’ or ‘we 
are sorry’ 

• a factual explanation of what happened  
• an opportunity for the patient, their family and carers to relay their experience  
• a discussion of the potential consequences of the adverse event  
• an explanation of the steps being taken to manage the adverse event and prevent 

recurrence.  
 
It is a requirement of the NSQHS Standards that all health facilities practise Open Disclosure 
when adverse events occur. The principles and process may be applied directly to any health 
service providing clinical care. The Commission has a number of Open Disclosure resources 
available on it’s website, including resources specifically designed for consumers, clinicians and 
health service organisations. 
 




