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DEFINITIONS 

 
Healthcare Establishment: 
means a hospital, diagnostic cen-
ter, medical clinics, nursing home, 
maternity home, dental clinic, ho-
meopathic clinic, Tibb clin-
ic,Hajama clinic, acupuncture, 
physiotherapy clinic, pharmacy or 
any system of treatment. 
 
)a)  Wholly or partly used for 

providing healthcare services; 
and 

)b)  Declared by the Government, 
by an order published in the 
official Gazette, as a 
healthcare establishment; 

 
Healthcare Services: means ser-
vices provided for diagnosis, 
treatment or care of persons suf-
fering from any physical or men-
tal disease, injury or disability in-
cluding procedures that are simi-
lar to forms of medical, dental or 
surgical care but are not provided 
in connection with a medical con-
dition and includes any other ser-
vice notified by Government. 
 
Healthcare Service Provider: 
means an owner, manager or in-
charge of a healthcare establish-
ment and includes a person regis-
tered by the Pakistan Medical 
Dental Council, National Council 
for Tibb and Homeopathy or 
Nursing Council, pharmacy ser-
vice provider. 
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EXECUTIVE SUMMARY 

 
This Patient’s Charter developed 

by the Sindh Health Care Commis-
sion addresses the way in which 
healthcare services are to be provid-
ed, the level of quality expected, and 
the time by when care should be pro-
vided to the patients. The purpose of 
this Charter is to educate and refresh 
the community/people/patients re-
garding the understanding and recog-
nition of the fact that healthcare and 
treatment is a right of an individual. 
This Patients’ Charter is based on 
principles that form the foundation 
for safe, equitable and quality 
healthcare services. However the 
rights and responsibilities represent a 
commitment or definition of what 
should be expected by the patients’, 
their carers and healthcare providers 
within the healthcare delivery system 
in Sindh. 

This document will be reviewed 
annually or on a need basis, as 
deemed appropriate by the Sindh 
Health Care Commission, in view of 
its experiences, through a consulta-
tive process involving patients, for-
mer patients, family members, relat-
ed professionals, staff and other 
stakeholder groups. 

It also focuses on a Patient Cen-
tered Approach and promotes partici-
pation by patients and HCSPs as well 
as other HCEs. It also empowers pa-
tients and healthcare services users to 
demand quality healthcare services 
from all healthcare providers/
healthcare establishments in Sindh.  
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Rights  are legal,  social , 
or  eth ical  pr inc i -

ples of freedom or entitlement; these are 
the fundamental normative rules about 
what is allowed to people or owed to peo-
ple, according to the legal system, social 
convention, or ethical theory. “Health for 
all” is a primary goal of the Government 
of Sindh. However provision of timely, 
appropriate and quality care through a 
regulated health sector is a primary objec-
tive of the Sindh Healthcare Commission 
(SHCC). Although Pakistan Medical & 
Dental Council (PMDC) and other regu-
latory authorities defines the general pub-
lic and patients’ rights in their code of 
ethics, but it is pertinent that most people/ 
patients are not aware regarding their 
rights and responsibilities. As patients are 
the ultimate consumers of healthcare ser-
vices, they play a vital role for provision 
of quality healthcare services. Therefore 
it is essential for the patients and for the 
general public to be aware of their rights 
and responsibilities.  
 

GUIDING PRINCIPLES  
There are three guiding principles which 

describes how this charter of pa�ents’ 

rights and responsibili�es applies to the 

healthcare delivery system in Sindh. 

1. Everyone has the right to be able to 
access healthcare and this right is es-
sential for the Charter to be meaningful 

2. The Sindh Government is committed 
to international agreements like the 
Geneva Convention, Alma Atta Con-
ference, Sustainable Development 
Goals (SDGs) etc. about human rights 
which recognize everyone’s right to 
have the highest possible standard of 
physical and mental health. 

3. Sindh consists of people with differ-
ent cultures and way of life, and the 
Charter acknowledges and respects 
these differences. 

 

RIGHTS OF PATIENTS  
1. ACCESS 

 All pa�ents have equal right to ac-

cess healthcare services according to 

their needs and requirements and with 

no discrimina�on.   
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A. Rights consists of: 

• The right to health, well-being and safety.  

• The right to access health services irre-
spective of age, color, disability or illness, 
gender, marriage, maternity, religion or 
belief, nationality, politics or social status.  

• The right to easy access to registra-
tion/help desk to get registered and be 
guided to the respective services as 
per requirement. 

• Receive information and advice on how 
to stay as healthy as possible and self-
manage an existing health problem.   

• Have easy access to special arrange-
ments for the elderly and the in order 
to access required health services.  

• To get protection through screening 
and immunization programmes where 
available and appropriate and accord-
ing to established protocols.  

• Receive emergency healthcare, un-
conditionally. However, once the 
emergency has been dealt with, the 
patient may be discharged or referred 
to another healthcare establishment. 
(Emergency healthcare is a situation 
threatening immediate danger to life 
or severe irreversible disability, if 
healthcare is not provided urgently).   

A. Responsibilities: 

 All patients and their carers’ re-

sponsibilities include:  

• To provide accurate and complete 
personal contact details i.efull name, 
age, complete postal address, contact 
numbers etc, and notify any changes 
in the above information.  

• To provide complete and accurate 
information about the patient’s health 
including present health condition, 
previous medical history, medica-
tions, hospital stays, herbal/
homeopathic and other traditional 
remedies and any other matter im-
pacting on the patients’ health. 

• To take part in screening and immun-
ization campaigns to prevent the 
spread of infectious diseases. 
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• To attenda scheduled appointment on 
time.If, for any reason, one is not able 
to attend or is delayed, he/she should 
immediately notify the concerned 
staff member of the healthcare estab-
lishment/ practitioner.     

 

2. SAFETY & PROTECTION  

 All patients have the right to safe 
and effective healthcare services which 
promote health and prevent disease. 
1. Rights of the patients include: 

• To be attended, treated and cared for 
with due skill, and in a professional 
manner, incompliance with the accepted 
standards of health and in line with the 
principles of medical ethics and the 
code of ethics laid down by the regula-
tory authorities in the country/province.  

• To expect that the treatment is provid-
ed in an appropriate, safe and clean 
environment with attention paid to 
protecting the patient from acquiring 
the Hospital Acquired Infection 
(HAI). This should be given priority 
by all healthcare providers/
practitioners/ health establishments.  

• To be given written instructions re-
garding his/her treatment, including 
instructions at the time of discharge.  

• To access healthcare services and 
treatments that meet safety standards.  

• To expect that any care and treatment 
being received is provided by duly 
qualified, experienced and registered 
healthcare practitioner/ staff.  

• To expect that care received is free 
from harm resulting from the poor 
functioning of healthcare services, lake 
of necessary equipment in working 
order, medical malpractices and errors.  

• To expect that healthcare staff should 
always attend to hand and equipment 
hygiene prior to the initiation of any 
type of procedure.  

• To expect that all HCEs and HCSPs meet 
the required standards of hygiene, infec-
tion prevention and waste management. 

2. Responsibilities: 

 All patients & their carers’ respon-

sibilities are: 
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• To take care of their health by adopting 
a healthy lifestyle and maintain a posi-
tive attitude towards life and health.  

• To have regular checkups and report 
any health related changes to a 
healthcare provider.  

• In case of a minor, following a healthy 
lifestyle and taking care responsibility 
of the parent or guardian. They are also 
responsible for his/her actions if he/she 
refuses treatment for the minor or does 
not follow the given instructions.  

• Respect the rights of others and not 
endanger other people’s life and health. 

• To use health services appropriately 
and responsibly. This includes avoid-
ance of wastage of resources.   

• To forward any information related to 
the medicines one is taking to a 
healthcare provider.  

• To follow any advice one is given 
regarding medication and treatment.  

• To inform a healthcare provider about 
any known or possible allergies to any 
medicines, foods and materials.  

• To finish any course of agreed treatment 
and to consult a doctor before deciding to 
change or stop any treatment.  

• Not to take any medication that is ex-
pired or prescribed for someone else.  

• To store medicines in an appropriate 
environment and in a safe place.  

• To use healthcare equipment only for 
its intended use.  

• To refrain from sitting on the bed of 
any patient if someone is visiting in 
hospital.  

 

3.  RESPECT & DIGNITY  

 The right to be shown respect, dig-

nity and consideration.  

A.  Rights: 

• The healthcare provider demonstrates 
dignity, patience, empathy, tolerance and 
courtesy while treating an individual.  

• Be treated with respect and dignity 
irrespective of age, disability, gender, 
marriage, pregnancy, maternity, race, 
religion, socio-economic status, cul-
tural beliefs, colour, caste or creed.  
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• Be treated in privacy and with dignity 
and have his/her religious and cultural 
beliefs respected throughout the dura-
tion of care, including but not limited 
to, taking a medical history, examina-
tion or adopting any other course of 
action.  

B. Responsibilities: 

 All patients & their carers’ respon-

sibilities are: 

• To treat healthcare staff and other 
patients, carers and family members 
with dignity and respect.  

• Not to be violent or aggressive to-
wards healthcare staff/provider or 
other patients, their carers, and family 
members.  

• Not to subject any healthcare staff/
provider to any racial, sexual or any 
other kind of harassment or abuse.  

• To respect all healthcare establish-
ment policies and procedures.  
 

4. INFORMATION  

 All patients / general public have 

the right to give and receive information 

on healthcare. 

A. Rights: 

• To receive all the information about 
their medical condition, the care being 
received and options within estab-
lished local parameters, risks and 
prognosis.  

• To be given information in a way one 
can easily understand using the appro-
priate medium and language. 

• To be given information to make in-
formed choices about healthcare and 
treatment and be able to give in-
formed consent.   

• To be informed by the healthcare es-
tablishment/ healthcare provider re-
garding cancellation and/ or postpone-
ment of any appointment, surgery, 
procedure, treatment or meeting.   

• Be aware of the full identity and pro-
fessional status of the healthcare ser-
vice provider(s) and other staff 
providing the health services.   
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• Seek a second opinion when making 
decisions about one’s healthcare and 
in this, to be assisted by the healthcare 
establishment/ healthcare service pro-
vider for this purpose.  

• To request more information if one 
wants’ to know more and to ask ques-
tions about one’s condition.  

• To participate and discuss ethical 
matters that may arise in the course of 
one’s care including treatment, partic-
ipation in research or educational pro-
jects.  

• Examine and receive an explanation 
for the bill, regardless of the source of 
payment.    

B. Responsibilities: 

 All patients & their carers’ respon-

sibilities are: 

• To seek support, information and 
skills to adopt a healthier lifestyle 
and / or manage his/her condition. 

• To inform the healthcare establish-
ment/ healthcare service provider of 
any changee in one’s contact details.  

• To discuss pain management and ask 
for pain relief when needed and in-
form a healthcare provider about the 
effectiveness of any treatment being 
prescribed.  

 

5. PARTICIPATION 

 Have the right to participate in the 
collaborative process of decision making 
related to a particular healthcare need 
and to make an informed consent about 
one’s treatment and care.  
A. Rights of the patient include: 

• When mentally competent, one has 
the right to accept or refuse any treat-
ment, examination, test or screening 
procedure that is offered in accord-
ance with the law. Refusal of treat-
ment must be signed and documented 
and be counter signed by a witness.  

• To discharge oneself even if the deci-
sion is against the healthcare provid-
er’s advice unless: 
◊ The patient has an infectious dis-

ease that may influence the health 
of others, or; 
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◊ The patient is incapable of main-
taining his/her own safety or the 
safety of others as defined by law.  

• In that case patients’ or carers will be 
requested to sign a “Discharge at Re-
quest” or the healthcare provider will 
fill the “leave against medical advice 
(LAMA)” report. The healthcare pro-
vider cannot be held liable for any 
consequences arising from this action.  

• To receive a detailed explanation of 
the nature and consequences of any 
research or clinical trials that you 
might be invited to take part in, before 
it is conducted, and to obtain and doc-
ument the consent or refusal to partic-
ipate.  

B. Responsibilities: 

 All patients & their carers’ respon-

sibilities are: 

• To take an active part in discussions 
and decisions about his/her healthcare 
and treatment.  

• To comply with the healthcare estab-
lishment/ ward/ unit rules and poli-
cies.  

• To follow the care plan as recom-
mended and accept responsibility for 
any decision and outcome if he/she 
decides not to follow the agreed ad-
vice or the recommended treatment.  

 

6.  PRIVACY AND CONFIDENTI-

ALITY: 

 The right to privacy and confidenti-

ality.  

A.  Rights 

• Personal information to be kept se-
cure and confidential.  

• To refuse consent for photos that need 
to be taken which may be used for 
teaching purposes or to guide clinical 
effectiveness.   

• Access to his/her own records, includ-
ing but not limited to, comprehensive 
medical history, examination, investi-
gation and treatment along with pro-
gress notes and obtain copies thereof; 

• To express the wish for personal 
health information not to be shared in 
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particular ways, such as with a family 
member.  

• Be accompanied by a family member 
or carers, as the case may be, particu-
larly in cases of children, females, 
elderly, and disabled.  

• Expect that the healthcare establish-
ment or healthcare service provider 
shall not misuse nor abuse their fidu-
ciary position towards patient’s car-
ers, or family members, for undue 
favors including but not limited to 
sexual favors or any other undue or 
uncalled for reward or privileges in 
terms of professional fees or gifts.  

B.  Responsibilities: 

 All patients & their carers’ respon-

sibilities are: 

• To ensure that health records are ac-
curate and up to date. The patient 
should inform the healthcare provider 
of any changes in name, address, 
phone number or other details.  

• To inform the healthcare provider if 
any information on his/her health rec-
ords is incorrect.  

• To help healthcare provider in safeguard-
ing patient confidentiality by respecting 
the privacy of other service users.  

• To ensure that incases of children and 
females in the immediate post Anes-
thesia phase, a female staff shall be 
present until a family member or carer 
can join the patient.       

 

7.  FEEDBACK AND COMPLIANT 

A. Rights: 

• Patients as well as their carers/ family 
have right to pass any feedback, sug-
gestions and raise concerns or com-
plaints as deemed necessary without 
any fear of retribution/revenge and 
compromise of access or quality of 
care.   

• Should be aware of procedures of 
complaints and resolution of disputes 
and conflicts.   

• To be given information and advice 
on how to give feedback and com-
ment or raise concerns about the 
health services and care.  
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• Seek compensation if patient has been 
harmed by, including but not limited 
to, maladministration, malpractice, 
negligent treatment, or failure on the 
part of the healthcare service provider 
or any staff rendering services at the 
healthcare establishment.  

• To expect that all complaints/
concerns will be dealt with efficiently 
and properly investigated in a timely 
manner and kept informed that about 
corrective actions has been/ will be 
taken as a result of the complaint 
made.  

B. Responsibilities: 

• To provide both positive and negative 
feedback about the care and treatment 
that received or about the health ser-
vices in general. (This is an oppor-
tunity forhealthcare service providers/
healthcare establishmentsto improve 
healthcare provision/services).   

• To withhold from initiating or partici-
pating in fraudulent healthcare and to 
report unethical behavior of 
healthcare providers to the appropri-
ate authorities. This includes refrain-
ing from requesting incorrect infor-
mation, receipts, certificates or unnec-
essary treatment.  

• To raise any concerns about the safe-
ty, effectiveness or cleanliness of ser-
vices that may affect the health of 
patient, carers, and family/ society.  

• To discuss any misunderstandings/ 
lack of understanding regarding 
healthcare services, procedures, rules 
and policies of healthcare establish-
ment through the appropriate meth-
ods/ channels.    

The above-mentioned rights and 
responsibilities are intended to be used as 
a tool that patients refer to or to know 
what their rights and responsibilities are 
while making use of the healthcare ser-
vices in Sindh. It also focuses on a patient 
centered approach and promotes patient 
participation as a key priority. It also em-
powers patients and healthcare services 
users to demand quality healthcare ser-
vices from all healthcare providers/
healthcare establishments. 
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