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In the last 5 years complaints have doubled 

 



Common complaints	



Expectations have changed 



The wider environment has changed  

’Medicine	used	to	be	simple	ineffec2ve	and	rela2vely			safe.	It	is	now	complex,	effec2ve	and	poten2ally			dangerous’		



The zeitgeist has changed 

§  “If you couldn’t feed yourself you 
went without” 

§  “Calls for help were regularly 
ignored and he was often left in his 
own excrement for hours” 

§  “…nobody was around, they were 
too busy to help me, or they simply 
refused and said it wasn’t their job 



	
	
	
	
	
	
	
	
	
	
	
	
	

Culture and professionalism in healthcare    

•  A clear conscience 

•  Desire to learn and gather experience 

•  Greater interest in being useful to patients than to himself 

•  He must not act without judgement 

•  He must not accept belief without understanding 

•  He must not boast of knowing anything without experience 

 

 

 



	
	
	
	
	
	
	
	
	
	
	
	
	

Culture and professionalism in healthcare    

•  He must not be married to a bigot 

•  He should not be a runaway monk 

•  He should not practise self abuse 

•  He must not have a red beard 

 

 

Paracelsus (1493-1541) on the qualifications of a good surgeon 

 

 



What professional standards do patients 
value most? 



Culture	and	professionalism	in	healthcare	



§  46. You must be polite and considerate. 
§  47. You must treat patients as individuals and 

respect their dignity and privacy.12 
§  48. You must treat patients fairly and with 

respect whatever their life choices and 
beliefs. 

§  You must….adequately assess the patient’s 
conditions, taking account of their history 
(including the symptoms and psychological, 
spiritual, social and cultural factors), their 
views and values…. 



Cultural	iden2ty	
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