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1. Purpose:

1.1. To achieve both Patient Satisfaction and compliance with the Highest International Standards of Health Care.
1.2. To support patients’ and families’ rights during care given.

2. Definitions and Abbreviations:
2.1. SGH: Saudi German Health

3. Policy Statements:

3.1. Saudi German Health, UAE is committed to protect and maintain Patient & Family Rights at all times and situations.
3.2. Saudi German Health, UAE shall adopt a clear Patient and Family Bill of Rights & Responsibilities. Rights include but
not limited to:
3.2.1. Privacy for all examinations, procedures & treatment.
3.2.2. Proper identification and respect of Patient Values and beliefs.
3.2.3. Ensure confidentiality of patient information.
3.3. Saudi German Health, UAE shall allocate all required resources to put this policy to complete and continuous action.
3.4. The Regional Chief Executive Officer shall approve Saudi German Health, UAE official Patient and Family Bill of Rights
and Responsibilities.
3.5. Saudi German Health, UAE staff shall:
3.5.1. Read and understand his/her responsibilities in protecting patient and family rights.
3.5.2. Be able to explain his/her responsibilities in protecting patient rights.
3.5.3. Ensure that protecting Patient and Family Rights is an integral part of all his/her daily activities and functions.
3.5.4. Ensure that patients and families shall receive orientation on the Patient and Family Bill of Rights and
Responsibilities upon admission as part of the orientation program.
3.6. Patients and families shall have the right to decide to whom should healthcare professionals disclose any medical
information and under which circumstances.
3.7. The patients’ bill of rights shall be available in all the patients’ rooms in addition to OPD areas, ED waiting areas,
hospital’s reception, admitting office etc.

3.8. In case of any physical, language, or cultural barriers that may hinder access and delivery of patient care, refer to
policy on Overcoming Patient’s Barriers Policy.

4, Procedure and Responsibility:

Procedure Responsibility
4.1. | Communicate the bill of rights and responsibilities to the patients and families Nurse
which shall be displayed in Arabic & English to all patients, families and visitors, in
the nursing stations and patient rooms.

4.2. | Ensure that every in-patient shall receive Bill of Rights and Responsibilities leaflet.
The leaflets are kept in the patients’ rooms at all times.

4.3. | Ensure that Patient and Family bill of rights and Responsibilities are integral part of | Human Resources Department
new staff and patient Orientation Program.
4.4. | Orient their staff on Patient & Family bill of rights and responsibilities. Staff in Charge

4.5. | Supervise the implementation of all required action to adhere to and protect
Patient & Family rights in the Department.

4.6. | Explain the Patient and Family Bill of rights verbally if written communication with Nurse in Charge
the patient is not possible.
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5. Risk Assessment and Controls:

SN Identified Risk Control Measure

5.1. | Lack of Awareness and Understanding. e Usage of educational materials for the patients
and families upon admission.

e Train healthcare staff to communicate these
rights and responsibilities clearly and address any
questions or concerns.

5.2. | Inadequate Enforcement and Accountability e Implementation on processes for monitoring and

ensuring compliance with the policy, including

mechanisms for reporting violations.

5.3. | Legal and Ethical Challenges e Implementation of clear procedures for

addressing situations where there may be

conflicts between a patient’s right and clinical
needs, involving legal advisors when necessary.

6. Attachments and Appendices (Tools / Forms):
6.1. GD-PEX-FRM-001: Patient and Family Bill of Rights and Responsibilities

7. Major Modifications:
7.1. This policy has been modified to function as a group document.

8. Policy Compliance & Monitoring:

O Surveys M Tracers / Rounds M Report / Checklist

[ Data Collection / Indicators [J Not Applicable
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Patient and Family Rights and Respon

Being a valued patient, you and your family have the following Rights:

+ Fully understand and practice all your rights. You may abtain a written copy of these rights either in the form of a brochure or booklet {or any other
spprapriste farm provided by Saudi German Health Group)l M, far any reason, you do not understand them, please contact customer relation office for any
help including prowviding an interpreter (IF amy)

Full diselasure af haalth sendces cost snd information related to all services pravided by the Saudi Garman Health Groug.

Receve impartial cane and respect of your personal values snd beliefs fram all staff without discrimination, according te Saudi Gerrman Health rules and
regulations

Receie comprehendive medical care siming at reaching propar medical disgnogis and trestment af your illness andfor your injury

Recefee immediate cane in emergency cases

Eoneona the idantity [name and specialty] of the physician regpandble for yaur care.

Recenve comprehendive information sbaut your disgnosis, proposed treatment, any changes in your health status and causes of such changes, slbernative
treatments, probabilities of trestment success or failure, therapy advantages and disadwantages, passible problems related to treatment and expected results
af ignofing the treatment in a simple understandable manner.

Hawe an irterpreter fupan availability) if the Language presents a barrier 1o understanding details of your comprehensive medical care

= Give waur written informead consent befare any surgery, minimally inosive procedure, snesthecis, transfusion of bload and blaod praducts, ar any other
medical procedures that ertail your written consent (according to Seudi German Health rules and regulations] after receiving all information that you rmay
fAeed, This st include the precedurs benefits, svailable alternatives, snd all pasiible rdkd.

Participate in pour care decision-making. Sawdi German Health encourages patients, parents, of legal guardians to participate in planning and implementing
the trestment with nurses and physicians.

Patients and families are engaged in all aspects of their rmedical care snd trestmant thraugh education and participation in care and treatrment deckions and
CAre prOCESSEs,

The graup leadership protact the patient’s right to identify who the patient wiched to participats in cane dacisions.

Obtain a medical report and a copy of medical test results frarm the Medical Records Section jupon wour reguest], for which the group will charge yaw
secording to the local rules and requlations.

Reat assured, st Saudi German Health, we value the confidentiality of waur information thrasghout your jouniey with us

Choose the treating team doctor {upon svailability and operational needs).

Refuse the traatmant. Thus, the traating doctar most infarm you of the medicsl contequances of your refusal Aecardingly you shall Sign a farm with pour
decision.

Refuse examination ar follow-up of your trestrment details by any parsan nat directly resporsible for your care. For perions who are not directby involved in
WOUr treatrment, they must hawe your prior penmission to attend your case discussion, exarmination, and reatrment.

Be protected during treatment fram amy physical, verbal, o psychalogical assault

If wou are considering argan donation, you can recene infarmation directly from your tréating doctar. They can pravide you with details abaut the donation
process, including the advantages and potential disadvantages assaciated with it

Have s Family member ar quardisn a4 an eseort depending an your health seausg, s per Ssodi German Health rules snd requlstions. Howeswer, due to medical
reasong, certain units domt allow this.

« Receive complete explanation of chuted to be trandferred to another care canter, consequent obligations [Fnancial and sdrmimictrative - if any) snd
alternatives. Then, Ssudi German Health manasgement will make all neceisary arfangements to abtain the slternate maedical center's approval to receive the
referred patient before stanting the transfer process

Rt - upan yaur request - an itemized bill explaining all changes regardless paid by yoursalf or by ather sources.

» Complaints and suggestions on services can be submitted through management or patient experience afficer in Saudi German Health, or through
a-Camplaint. The group shall investigate sccordingly within 3 1o 5 days of camplaint submision

Wiesw yaur medical recard under the supervision of the treating doctor or medical team staff, sccording to Saudi German Health rules and regulations.

= Saudi German Health respects your right of appropriste ssessment and management of pain thraugh well-known therapies and provides you with all
necessary information in this regard

Saudi German Health is committed to giving dignified care ta patients suffering from incurable diseases and dying while respecting their needs in accordance
with the rules and Laws of the regulatory deIlﬂ. ir thee Unitesd frab Emirates.

The hospital supparts the patient’s right 1o assessment and management of pain and respectful compassionate care a1 the end af Life

Raguast bo seak a4 wecand opinian without fesr of camgeanmse in the care process.

Being a valued patient, you and your family have the following Responsibilities:

Respect Sawdi German Health's rules and regulations

Show eandderation for others and deal with ather patients and i with respect

Respect the privacy and comfart of other patients.

Prowide camplete and accurate infarmation about present complaints, past illness, previous hospitalization snd treatmeant, and any koown drug sllergy
Follaw the treating doctors instructions.

Hald the responsibility for refusing or not fallewing the trestment plan, after being informed of condequences.

Auoid delsy in taking appaintment from the appaintment office & soon a8 it B reguest by the doctor.

Antend the appoimment on time. If you want 1o cancel it, inform the Appointrment Office 48 howrs in advance.

Respact the priarity given I Smergency clbed,

= Observe safiety regulations including the na-smoking palicy, na aloshal and drug policy, no pets allowed policy, maimaining the cleanliness of the place,
persenal and hand hygiens, etc..

Treat the haalth facility appropristely by svaiding lases af the group propeies and any damage to the surrsundings, fumiture andfor squipmeant by yaorself
wour family members ar guests

Obtain tha Facility managamant permidsion before taking any phetegraphs sndfor Videa in the Facility for commarcial of public psa. That sles includes staff
ar patients photography.

Ensure that fnancial ebligations due for Saudi German Health are Fulflled pracmptly [if army).

Give requested samples and atbend medical checkups on time

Avoid bringing wvaluable persanal belangings to Seudi German Health. The management of Sawdi German Health will nat be held respansible for loss of /
damage to such balongings. Moweusr, in amargency cates, pou st notify noses and gve them theds valuabled in the presence of the Saudi German Health
security taff sgairst duly signed special forms. You rmst lkeep a copy of this form and wverify the recipient’s official identity. The Hospital management is naot
respantible far any consequenced resulting from non-adhamencs to the aboue instruction.

SRR Pt and Family Rigin and Rewponisd es ([TO0LA068)
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