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A fact sheet for governing bodies and managers

This fact sheet provides information about one of the seven key attributes of high-performing person-
centred healthcare organisations – Clear purpose, strategy and leadership.  

All attributes are interrelated and should be considered together as a framework for achieving 
great person-centred care. 

This attribute focuses on establishing and maintaining a clear, strong direction and commitment from 
the top of the organisation and across the workforce to enable the delivery of great person-centred care. 
Leaders at every level champion the importance of person-centred care across the organisation.

Key elements

• �A commitment to exceptional person-centred care is clearly stated in the organisation’s
purpose and strategy

• �Great leadership drives exceptional person-centred care, with the support of
champions across the organisation

• �A person-centred strategy is articulated to the workforce and the community,
and is implemented across the organisation
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Fact Sheet 3: Person-centred organisations 

Attribute: Clear 
purpose, strategy 

and leadership

“It is like painting the harbour 
bridge. It is an ongoing journey 
that requires ongoing vigilance.”
Executive staff 



Australian Commission on Safety and Quality in Health Care 2

Fact sheet 3: Person-centred organisations

E
le

m
en

t
W

h
at

 c
an

 t
h

is
 lo

o
k 

lik
e?

R
efl

e
ct

iv
e 

q
u

es
ti

o
n

s

A
 c

om
m

it
m

en
t 

to
 

ex
ce

pt
io

na
l p

er
so

n-
ce

nt
re

d 
ca

re
 is

 c
le

ar
ly

 
st

at
ed

 in
 t

he
 o

rg
an

is
at

io
n’

s 
pu

rp
os

e 
an

d 
st

ra
te

gy

•
�C

om
m

itm
en

t 
to

 p
er

so
n-

ce
nt

re
d 

pr
in

ci
pl

es
 is

 s
ta

te
d 

in
th

e 
pu

rp
os

e 
an

d 
vi

si
on

 o
f t

he
 o

rg
an

is
at

io
n

•
�T

he
re

 is
 a

 s
ha

re
d 

go
al

 o
f d

el
iv

er
in

g 
pe

rs
on

-c
en

tr
ed

 c
ar

e.
Ev

er
yo

ne
 in

 t
he

 o
rg

an
is

at
io

n 
is

 a
lig

ne
d 

to
 t

he
 p

ur
po

se
 o

f
w

or
ki

ng
 t

o 
fa

ci
lit

at
e 

gr
ea

t 
pe

rs
on

-c
en

tr
ed

 c
ar

e

•
�D

oe
s 

yo
ur

 o
rg

an
is

at
io

n’
s 

vi
si

on
, p

ur
po

se
 a

nd
 s

tr
at

eg
y

cl
ea

rly
 s

ta
te

, i
n 

si
m

pl
e 

te
rm

s,
 it

s 
co

m
m

itm
en

t 
to

 p
er

so
n-

ce
nt

re
d 

ca
re

 p
rin

ci
pl

es
?

•
�A

re
 m

em
be

rs
 o

f t
he

 w
or

kf
or

ce
 re

cr
ui

te
d 

an
d 

tr
ai

ne
d

ar
ou

nd
 a

 s
ha

re
d 

se
t 

of
 v

al
ue

s 
an

d 
go

al
s 

th
at

 e
m

br
ac

es
pe

rs
on

-c
en

tr
ed

 c
ar

e 
pr

in
ci

pl
es

?

G
re

at
 le

ad
er

sh
ip

 d
ri

ve
s 

ex
ce

pt
io

na
l p

er
so

n-
ce

nt
re

d 
ca

re
, w

it
h 

th
e 

su
pp

or
t 

of
 c

ha
m

pi
on

s 
ac

ro
ss

 t
he

 o
rg

an
is

at
io

n

•
�Le

ad
er

sh
ip

 e
nc

ou
ra

ge
s 

a 
cu

ltu
re

 o
f o

w
ne

rs
hi

p 
an

d
re

sp
on

si
bi

lit
y 

fo
r p

ro
vi

di
ng

 g
re

at
 p

er
so

n-
ce

nt
re

d 
ca

re
•

�B
oa

rd
, e

xe
cu

ti
ve

s 
an

d 
le

ad
er

s 
se

t 
th

e 
vi

si
on

 o
f g

re
at

pe
rs

on
-c

en
tr

ed
 c

ar
e 

an
d 

m
od

el
 b

eh
av

io
ur

•
�C

ha
m

pi
on

s 
ar

e 
re

co
gn

is
ed

 a
t 

al
l l

ev
el

s 
of

 t
he

or
ga

ni
sa

tio
n 

an
d 

ap
po

in
te

d 
to

 g
ui

de
 im

pl
em

en
ta

tio
n 

of
pe

rs
on

-c
en

tr
ed

 c
ar

e 
ac

ro
ss

 a
dm

in
is

tr
at

iv
e,

 re
se

ar
ch

 a
nd

cl
in

ic
al

 a
re

as

•
�H

ow
 d

oe
s 

th
e 

le
ad

er
sh

ip
 t

ea
m

 m
od

el
 p

er
so

n-
ce

nt
re

d
ca

re
 in

 t
he

ir 
ev

er
yd

ay
 b

eh
av

io
ur

 a
nd

 ‘l
ea

d 
by

 e
xa

m
pl

e’
?

¨¨
A

re
 t

he
y 

pr
es

en
t 

on
 t

he
 w

ar
ds

?
¨¨

D
oe

s 
th

e 
w

or
kf

or
ce

 a
nd

 p
at

ie
nt

s 
kn

ow
 w

ho
 t

he
y 

ar
e?

¨¨
�D

o 
th

ey
 e

nc
ou

ra
ge

 t
he

 w
or

kf
or

ce
 t

o 
ta

ke
 o

w
ne

rs
hi

p
of

, a
nd

 re
sp

on
si

bi
lit

y 
fo

r, 
pr

ov
id

in
g 

gr
ea

t 
pe

rs
on

-
ce

nt
re

d 
ca

re
?

•
�D

o 
th

e 
ex

ec
ut

iv
e 

an
d 

bo
ar

d 
co

ns
id

er
 a

nd
 s

ho
w

 a
co

m
m

itm
en

t 
to

 p
er

so
n-

ce
nt

re
d 

ca
re

 w
he

n 
m

ak
in

g
de

ci
si

on
s 

an
d 

al
lo

ca
tin

g 
re

so
ur

ce
s?

•
�H

ow
 a

re
 c

ha
m

pi
on

s 
of

 p
er

so
n-

ce
nt

re
d 

ca
re

 re
co

gn
is

ed
ac

ro
ss

 t
he

 o
rg

an
is

at
io

n?
 H

ow
 a

re
 t

he
y 

su
pp

or
te

d?

A
 p

er
so

n-
ce

nt
re

d 
st

ra
te

gy
 is

 a
rt

ic
ul

at
ed

 
to

 t
he

 w
or

kf
or

ce
 a

nd
 

th
e 

co
m

m
un

it
y 

an
d 

im
pl

em
en

te
d 

ac
ro

ss
 

th
e 

or
ga

ni
sa

ti
on

•
�Pe

rs
on

-c
en

tr
ed

 s
tr

at
eg

ie
s 

ar
e 

ex
pl

ic
itl

y 
in

cl
ud

ed
 in

or
ga

ni
sa

tio
na

l d
oc

um
en

ts
•

�Pe
rs

on
-c

en
tr

ed
 s

tr
at

eg
ie

s 
ar

e 
ve

rb
al

ly
 a

rt
ic

ul
at

ed
 a

nd
m

od
el

le
d 

by
 le

ad
er

s

•
�D

o 
yo

ur
 o

rg
an

is
at

io
na

l d
oc

um
en

ts
 c

le
ar

ly
 a

rt
ic

ul
at

e
pe

rs
on

-c
en

tr
ed

 c
ar

e 
st

ra
te

gi
es

 a
nd

 d
es

cr
ib

e 
ho

w
 t

he
y 

w
ill

co
nt

rib
ut

e 
to

 t
he

 d
el

iv
er

y 
of

 p
er

so
n-

ce
nt

re
d 

ca
re

?
•

�H
ow

 d
o 

le
ad

er
s 

ac
ro

ss
 t

he
 o

rg
an

is
at

io
n 

co
m

m
un

ic
at

e
th

e 
or

ga
ni

sa
tio

n’
s 

co
m

m
itm

en
t,

 p
ur

po
se

 a
nd

 v
is

io
n 

of
pe

rs
on

-c
en

tr
ed

 c
ar

e 
to

 t
he

 w
or

kf
or

ce
, p

at
ie

nt
s,

 fa
m

ili
es

an
d 

th
e 

co
m

m
un

it
y?

Is
 m

y 
or

ga
ni

sa
tio

n 
ac

hi
ev

in
g 

th
is

 a
tt

rib
ut

e?



Australian Commission on Safety and Quality in Health Care 3

Fact sheet 3: Person-centred organisations

Excelling in this attribute will help you meet some of the requirements in the National 
Safety and Quality Health Service (NSQHS) Standards (second edition)

Some of the main NSQHS Standard actions that relate to this attribute include:

Clinical Governance Standard 
• Governance, leadership and culture (1.1, 1.2)
• Management and executive leadership (1.3, 1.4, 1.5)
• Clinical leadership (1.6)

Partnering with Consumers Standard
• Clinical governance and quality improvement systems to support partnering with consumers

(2.1, 2.2)
• Partnerships in healthcare governance, planning, design, measurement and evaluation

(2.11, 2.12, 2.13, 2.14)

Helpful resources

Patient-centred leadership self-reflection questions – Planetree: Questions to guide leaders in personal 
reflection about their strengths and development opportunities related to person-centered leadership 
http://planetree.org/patient-centered-leadership-self-reflection-questions

Patient Safety Leadership WalkRoundsTM – Institute for Healthcare Improvement: 
Provides an informal method for leaders to talk with front-line staff about safety 
issues in the organisation and show their support for staff-reported errors
www.ihi.org/resources/Pages/Tools/PatientSafetyLeadershipWalkRounds.aspx 

Guide to Patient and Family Engagement in Hospital Quality and Safety:
The Guide’s sections include:

• Information to Help Hospitals Get Started

• Strategy 1: Working With Patients and Families as Advisors

• Strategy 2: Communicating to Improve Quality

• Strategy 3: Nurse Bedside Shift Report

• Strategy 4: IDEAL Discharge Planning

www.ahrq.gov/professionals/systems/hospital/engagingfamilies/guide.html
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