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Purpose: To ensure that hospital staff honor and respect patient rights. 

Policy Statements
· The hospital shall treat all patients equitably, regardless of color, race, gender, disability, religion, national origin, and cultural beliefs and respect the rights of patients as outlined in the Ministry of Health’s “Charter of Patients’ Rights and Responsibilities” (2008)
· The hospital shall ensure that all new employees receive an orientation on respecting patient and family’s rights and spiritual and cultural beliefs during their general orientation sessions

Equipment/Forms
· Poster on Charter of Patients’ Rights and Responsibilities 

Procedures 
Patient spiritual, belief and cultural:
1. The patients’ right charter must be displayed prominently in all access points to the hospital and in all wards and departments where accessible to patients.
2. The hospital staff request patients communicate any specific cultural needs they may have for safety and support, including the support of their family.
3. The hospital staff shall help patients to identify special needs or disabilities and these are incorporated into their care pathway.
4. Hospital staff who attend to patients who wish to receive a visit from a religious ministry shall collect relevant details from the patient.
5. When the patient refuses treatment or any care due to spiritual belief, the staff shall require a written and signed informed consent form for treatment refusal from the patient or next of kin. This form shall then be delivered to the Director General.

Patients’ rights:
1. Patient rights charter shall be posted in all three languages (Kinyarwanda, English, and French).
2. Details about patient rights may be found in the annex on Charter of Patients’ Rights and Responsibilities
3. The hospital staff shall clearly explain the patients their rights and responsibilities upon admission. 
4. Clinical staff shall provide privacy for the patient when providing care/services, e.g. closing doors/curtains, covering patient when performing exams.
5. The hospital staff shall ensure that confidentiality of medical and personal information of patients and families is respected by keeping the medical record from public view and avoiding discussing the patients’ conditions, medications, and financial matters where others can overhear the conversation.
6. The hospital staff members shall have an identification badge to facilitate the patient and family’s right to know the identity and professional status of individuals providing service and to know which physician or other practitioner is primarily responsible for the patient’s care.
7. The patient and family are informed that they have the right to file a complaint regarding services and are entitled to information regarding the hospitals mechanism for the initiation, review and resolution of such complaints.
8. To ensure that patient’s and family’s right are respected and that the patient’s satisfaction is met. 
9. Monitoring and evaluation shall be conducted to ensure that patient’s rights are respected by staff. On a quarterly basis, an action plan should be developed by the Customer Care Officer to show the findings and actions taken (when indicated) to resolve concerns expressed by patients and families. This must be submitted to the Hospital Management Committee.
10. Patients are also briefed on the rights of the care providers. 
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Appendix:
Poster on Charter of Patients’ Rights and Responsibilities in 2 languages English and Kinyarwanda

Summary in English
The Patients’ and Family Rights Charter will be displayed on posters translated in common languages including:
a) Dignity and respect; to be respected as human being 
b) Privacy; right to be taken care where other people are not seeing him/her 
c) Confidentiality; not breaking secret or what the client told to care giver 
d) Safety and security; right to be protected for anything which could causing injury 
e) Right to choice; for this point, client has right to choose the following: 
· How individuals are addressed (name/title they prefer)
· Their personal belongings; (possession)
· Their clothing and self-care routines 
· Food, drink and meals
· Activities, interests, privacy, visitors (of his/her interest or required by his/her life status in terms of treatment)
f) Right to information; information related to his life status: diagnosis, treatment process, investigation results, 
g) Right to complain; wherever the client is not satisfied with the process of care provided 
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In English:
All Rwandans, regardless of gender, sexual orientation, age, religion, cultural belief, or disability are equally entitled to receive health services to promote and maintain good health. Whether the services are being offered through the public, private or NGO sector, every Rwandan has certain rights which cannot be taken away:
1. Right to Care
· You have the right to receive care when you need it
· You have the right to the best quality care available, including preventive, curative, promotive, and rehabilitative care
· You have the right to a full continuum of care including referral when needed.
2. Right to Privacy
· You have the right to be consulted in a private space free from being seen or overheard by others
· You have the right for all information about your medical condition to be kept confidential within the limits of the law.
3. Right to Information
· You have the right to know who is treating you and what their qualifications are
·  You have the right to information on your condition, the diagnosis, prognosis, treatment, risks and alternatives
·  You have the right to know the names of any drugs prescribed their actions and side effects.
4. Right to Choices
· You have the right to participate in decision-making about your care, treatment, and medication and provide informed consent to care
·  You have the right to refuse any care, treatment, and medication and to be informed about the consequences of doing so
·  You have the right to a second opinion
· You have the right to choose whether to take part in research programs
5. Right to Respect
· You have the right to be treated with respect and for your personal views, religious and cultural beliefs to be respected by all health care workers
·  You have the right to be free of discrimination, harassment or any risk to your personal safety
·  You have the right to receive care in a language you can understand
6. Right to Complain
· You have the right to complain about any aspect of your care and treatment without fear of recrimination
·  You have the right to receive prompt action on your complaints and a report back on actions taken.
7. Responsibilities of the Patient
· You are responsible for taking care of your own health
· You are responsible to access and use the health system properly and not abuse it
·  You are responsible for respecting the rights of health providers and other patients
· You are responsible to provide health care providers with relevant and accurate information about your health condition
·  You are responsible to follow all instructions and adhere to treatments prescribed
· You are responsible for ensuring that you have the means to pay for all services delivered.
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