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33 Entrance_ Helpdesk_ Reception_ Admissions 
Domain 33.1 USER RIGHTS 

Sub Domain 33.1.1 4 User information 

Standard 33.1.1.1 4(1) The health establishment must ensure that users are provided with adequate information about the 

health care services available at the health establishment and information about accessing those services. 

Criterion 33.1.1.1.1 4(2)(a)(iv) The health establishment must provide users with information relating to the complaints, 

compliments and suggestions management system. 

33.1.1.1.1.1 A complaints toolkit is available. 

Assessment type: Observation - Risk rating: Essential measure 

Verify whether the complaint forms, box and poster are available at the Entrance or Helpdesk or Reception. Score 1 if compliant 

and 0 if not compliant. 

Score Comment 

    

Aspects Score Comment 

1. Lockable complaints box is visibly placed in the unit.     

2. Complaints box is fixed to wall or a flat surface.     

3. Official complaint forms in at least two commonly spoken official languages 
are available next to box or there is an indication on the poster where to 
obtain the forms. 

    

4. Standardised poster describing process to follow to lodge a complaint is 
visibly displayed. 

    

5. Poster on complaints is available in at least two of the official languages 
commonly spoken in the area. 

    

Criterion 33.1.1.1.2 4(2)(b) The health establishment must provide users with information relating to any fees that are payable 

for health care services, insofar it being practical to do so before the commencement of the provision of health care services. 

33.1.1.1.2.1 Users funded by 3rd party are informed of the cost of their admission that they are liable for. 

Assessment type: Document - Risk rating: Essential measure 

A document informing users of their financial responsibility/liability for the service/s provided is made available to users before 

commencement of treatment. Not applicable: Where the user is admitted in an emergency and needs to be stabilized or is not 

fully conscious 
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Score Comment 

    

33.1.1.1.2.2 Users funded by medical aid for their hospital stay have their membership verified by the health establishment. 

Assessment type: Patient record audit - Risk rating: Essential measure 

Validity of medical aid is confirmed by the health establishment prior to admission or service being provided to user. Evidence of 

confirmation must be documented in user health record. Not applicable: 

In an emergency admission. 

Score Comment 

    

33.1.1.1.2.3 Users who pay cash for their healthcare are provided with information to understand the full extent of their financial 

obligations. 

Assessment type: Document - Risk rating: Essential measure 

A document informing users of their financial responsibility/liability for the service provided is made available to the user. Not 

applicable: Never 

Score Comment 

    

Criterion 33.1.1.1.3 4(2)(c) The health establishment must display the results of user experience of care surveys conducted 

within the past twelve months. 

33.1.1.1.3.1 Results of the user experience of care survey from the previous 12 months are displayed. 

Assessment type: Observation - Risk rating: Essential measure 

The results from the most recent survey must be visibly displayed, signed and dated. The survey must have been conducted 

within the previous 12 months. Not applicable: Never 

Score Comment 

    

Domain 33.2 CLINICAL GOVERNANCE AND CLINICAL CARE 

Sub Domain 33.2.1 6 User health records and management 

Standard 33.2.1.1 6(3) The health establishment must create and maintain a system of health records of users in accordance with 

the requirements of section 13 of the Act. 

Criterion 33.2.1.1.1 6(4)(a) The health establishment must record the biographical data of the user and the identification and 

contact information of the user and his or her next of kin. 

33.2.1.1.1.1 Biographical, demographic and contact information of the user is recorded in the user record. 

Assessment type: Patient record audit - Risk rating: Vital measure 

Select records of three users to verify whether the biographical information recorded includes the aspects listed below. Score 1 if 

the aspect is compliant and 0 if not compliant. NB: This information can be available in the user sticker or captured electronically. 



Powered by: HAI 4 of 9 

Score Comment 

    

Unit 1 User record 1 

Aspects Score Comment 

1. User’s name and surname     

2. User health record number     

3. User’s residential address     

4. User contact details (parent or guardian if user is a minor)     

5. User’s date of birth     

6. Nationality     

7. Identity number (South African citizens) or passport number (non-South 
African citizens) 

    

8. Gender     

9. Name of next of kin     

10. Contact details of next of kin     

11. Home language     

12. Religion     

Unit 2 User record 2 

Aspects Score Comment 

1. User’s name and surname     

2. User health record number     

3. User’s residential address     

4. User contact details (parent or guardian if user is a minor)     

5. User’s date of birth     

6. Nationality     
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7. Identity number (South African citizens) or passport number (non-South 
African citizens) 

    

8. Gender     

9. Name of next of kin     

10. Contact details of next of kin     

11. Home language     

12. Religion     

Unit 3 User record 3 

 

Aspects Score Comment 

1. User’s name and surname     

2. User health record number     

3. User’s residential address     

4. User contact details (parent or guardian if user is a minor)     

5. User’s date of birth     

6. Nationality     

7. Identity number (South African citizens) or passport number (non-South 
African citizens) 

    

8. Gender     

9. Name of next of kin     

10. Contact details of next of kin     

11. Home language     

12. Religion     
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Sub Domain 33.2.2 7 Clinical management 

Standard 33.2.2.1 7(2) (b) A health establishment must establish and maintain systems, structures and programmes to manage 

clinical risk. 

Criterion 33.2.2.1.1 7 The health establishment implements process to ensure environmental cleanliness. 

33.2.2.1.1.1 All work completed is verified by the cleaning supervisor or delegated personnel. 

Assessment type: Document - Risk rating: Essential measure 

Daily inspections will ensure the cleanliness of the unit. The person responsible for overseeing the cleaning service must inspect 

the unit daily to confirm that cleaning has been carried out according to the schedule and that all areas attended to have been 

effectively cleaned. Monitoring tools (including, but not limited to, checklist/tick sheets) listing all cleaning tasks must be 

completed for each room or area. Not applicable: Never 

Score Comment 

    

33.2.2.1.1.2 The unit is observed to be clean. 

Assessment type: Observation - Risk rating: Vital measure 

Inspector to observe general cleanliness of the unit including but not limited to whether the unit is free of dirt, dust and stains. 

Not applicable: Never 

Score Comment 

    

Domain 33.4 GOVERNANCE AND HUMAN RESOURCES 

Sub Domain 33.4.1 20 Occupational health and safety 

Standard 33.4.1.1 20(1) The health establishment must comply with the requirements of the Occupational Health and Safety Act, 

1993. 

Criterion 33.4.1.1.1 20(2)(b) Awareness of safety and security issues must be promoted 

33.4.1.1.1.1 The emergency evacuation procedure is prominently displayed. 

Assessment type: Observation - Risk rating: Essential measure 

The evacuation plan must include but is not limited to route/directions to be followed during evacuation, emergency exits and 

assembly point(s). This must be visibly displayed. Not applicable: 

Never 

Score Comment 

    

33.4.1.1.1.2 Notices prohibiting smoking are prominently displayed. 

Assessment type: Observation - Risk rating: Essential measure 

Observe whether signs are displayed at the entrance. Not applicable: Never 

Score Comment 
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Domain 33.5 FACILITIES AND INFRASTRUCTURE 

Sub Domain 33.5.2 14 Management of buildings and grounds 

Standard 33.5.2.1 14(1) The health establishment and their grounds must meet the requirements of the building regulations. 

Criterion 33.5.2.1.1 14(2)(c) The health establishment must as appropriate for the type of buildings and grounds of the 

establishment ensure emergency exit and entrance points are provided in all service areas and kept clear at all times.  

33.5.2.1.1.1 Reception/Admissions waiting area has natural ventilation or functional mechanical ventilation. 

Assessment type: Observation - Risk rating: Essential measure 

The national building regulations stipulate that satisfactory ventilation is only provided by forcing outdoor air into a space 

mechanically or passively through either ducting or apertures open to the outside, including, but not limited to, windows or 

ventilation grilles. Verify whether the helpdesk/reception waiting area has natural ventilation (windows and doors that can be 

opened) or functional mechanical ventilation (i.e. a ducting system). Not applicable: Where there is no waiting area for 

helpdesk/re reception 

Score Comment 

    

Sub Domain 33.5.1 17 Security services 

Standard 33.5.1.1 17(1) The health establishment must have systems to protect users, health care personnel and property from 

security threats and risks. 

Criterion 33.5.1.1.1 17 Security systems must safeguard the building, users, visitors and staff. 

33.5.1.1.1.1 Security measures are implemented to safeguard users, visitors and healthcare personnel. 

Assessment type: Observation - Risk rating: Vital measure 

Verify whether access control measures are available, including, but not limited to, security guards, closed-circuit television or 

gated entry. Not applicable: Never 

Score Comment 
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Official Sign-Off 

The National Health Act, 2003 (Act No. 61 of 2003) provides for quality requirements and standards in respect of 
health services provided by health establishments to the public. The main objective is to promote and protect the 
health and safety of the users of health services and contribute to improved outcomes and improved population 
health.  

To achieve this mandate standardised inspection tools aligned to Norms and Standards Regulations applicable to 
different categories of health establishments promulgated by the Minister of Health in 2018 have been developed for 
Regional Hospitals.  
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