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Purpose and intent

The Health Service Directive (QH HSD-042:2014) and Standard (HSDSTD-042-2:2017) for Hospital Car
Parking, outlines the objectives and requirements for the provision of car parking concessions for eligible
patients and/or their primary carers to improve access to, and affordability of, car parking across
Queensland’s public hospitals. Hospitals and Health Services must adhere to the Directives where paid
parking is administered.

The purpose of this procedure is to describe the process to evaluate and, if required, provide a car parking
concession for eligible patients and/or their primary carers.

Scope and target audience

This Procedure applies to The Prince Charles Hospital (TPCH) patients, primary carers and staff
(permanent, temporary and casual).

Procedure / process

Car parking concession will be available to assist eligible patients or their primary carers in meeting car
parking fees incurred when the eligible patient is accessing clinical services.

The concession parking fee applies a 50% discount to the current car parking tariffs at TPCH, or another
specified rate as determined through the special circumstance’s application process.

TPCH will appropriately communicate information regarding car parking concessions to patients, their
primary carers, and staff to ensure that information relating to facility car parking is available to all users.

Application and approval processes will be transparent and approval processes will be in accordance with
the criteria set out in this Procedure.
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The Prince Charles Hospital
Eligibility Criteria

The following patients or their primary carers may be eligible for car parking concessions:

- Patients and/or primary carers who are required to attend TPCH frequently or for an
extended period of time.

- Patients and/or primary carers with special needs who require additional assistance.

- Patients and/or primary carers experiencing significant financial hardship.

Patient/ Primary Carer initiated application for Car Parking Concession

Concession Parking Application Form (Application Form) is available for completion by the applicant at
ward reception/outpatient clinic reception. Application Forms will be available in all Inpatient (Extended
stay) and in Outpatient (Frequent attendee) areas. Posters and Flyers will also be available.

Extended Stay (Inpatient)

Patients and/or the primary carer of patients who are admitted for over 14 days (applicable on day 14 of
their admission) may request to be assessed for eligibility for car parking concession. Their eligibility will
be assessed on a case-by-case basis.

1. Once a treatment plan for the patient is complete, Nurse Unit Managers/Care team or their
delegate/s will confirm the applicant’s eligibility by completing the Application Form with details
of the treatment plan and authorisation of eligibility.

2. Applicant to present the authorised Application Form and photo identification to the Cashier’s
Office or other Validation points for processing.

3. Validation officer to provide a printed car parking concession bar code for the applicant to use
with their parking ticket.

4. The Cashier records issue/validation of the car parking concession on the Record Sheet.

Frequent Attendee (Outpatient)

Patients and/or the primary carer of patients required to attend appointments more than twice weekly for
two weeks or frequently visit over a longer period of time may request to be assessed for eligibility for car
parking concession. Their eligibility will be assessed on a case-by-case basis.

1. Once atreatment plan for the patient is complete, an authorised Application Form with
details of the treatment plan and authorisation of eligibility is to be completed.

2. Applicant to present the authorised Application Form and photo identification to the Cashier’s
Office or other Validation points for processing.

3. Validation officer to provide a printed car parking concession bar code for the
applicant to use with their parking ticket.

The Cashier records issue/validation of the car parking concession on the Record Sheet.

Financial hardship and Special considerations

Where a patient or Primary Carer is not eligible for concessional car parking under the extended stay or
frequent attendee’s criteria, they may be able to apply for financial hardship or special consideration.

Some examples of Financial Hardship and/or special considerations could include:
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The Prince Charles Hospital

e Family death

e Household iliness

e Family violence

e Unemployment / reduced income

e Additional costs because of ill health

Financial Hardship

Financial hardship Application forms should be completed by the care team and this recommendation is to
be taken to the TPCH Cashier’s Office then they will forward to the Director, Corporate Services via email.

Applications for Financial hardship can only be processed through the main validation point of
Cashier/Admissions between Monday-Friday, 8.00am-4.30pm. Any applications received after 2.00pm will
be processed next business day.

1. Patients and/or primary carers experiencing financial hardship, and/or hold a valid healthcare card,
pensioner concession card or veteran’'s card may be eligible for this.

2. Completed Application Form, photo identification and health care card, pensioner concession card
or veteran’s card to be presented to Cashier/Admissions desk.

Evaluation tool to be used

4. The cashier will escalate to Director, Corporate Services for approval as appropriate. Application
and supporting documentation to be emailed to TPCH CorporateServices@health.gld.gov.au for
decision.

5. The cashier records issue/validation of the car parking concession on the Record Sheet.

Special considerations

Where a patient is not eligible for concession parking under extended stay or frequent attendee criteria,
they may be able to apply under special circumstances. Where a social work clinician is currently providing
interventions to patient/families/carers to address complex psycho-social concerns, they may assess that
the patient/families/carers have special considerations for their carparking. Please note that special
consideration is a social work-initiated process.

The Social Work team will decide on each case on its own merit and will assist with completion of the
application form when appropriate.

Social Work will not accept referrals for assessment of special consideration of concessional
carparking unless currently providing interventions to individual patients/families/carers to
address complex psycho- social concerns

Patients who are not under the care of the social work team are able to apply for concession
parking under financial hardship

1. Completed Application Form for special consideration, photo identification to be
presented to Cashier/Admissions desk.

2. Evaluation tool to be used

3. The cashier records issue/validation of the car parking concession on the Record Sheet.
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Parking Validation Process

The Prince Charles Hospital

1. Each time the approved Primary Carer/ Applicant attends TPCH they will be required to present to a
validation point for their parking to be validated.

2. Validations should be processed via the Cashier/Admissions Reception during hours of 8.00am-
4.30pm where able, other validation points include:

Validation Points

Hours Available for Concession Validation

Cashier

(Primary validation point)

Monday to Friday 8.00 am - 3.45 pm
(excluding public holidays).

Admissions

Monday to Thursday 8.00am — 5.00pm
Friday 8.00 am — 4.30pm
(excluding Public Holiday)

Transit Lounge

Saturday & Sunday, Public Holidays 8.00 am-4.30 pm

ICU Monday — Friday, 6.00 am - 7.30 pm
Saturday — 7.00 am — 3.00 pm Sunday
7.00 am - 1.00 pm

CAM Monday — Friday 7.30 am — 3.30 pm

Palliative Care

Monday — Friday 7.00 am — 3.00 pm

Emergency Department

Out of hours coverage as outlined above

Campus Partners

Early Education

As per Early Education Hours

Community Health Centre

As per Community Health Hours

Breast Screen

As per Breast Screen Hours

3. Signed application, photo ID and exit ticket must be presented to Validation Officer for recording and

reconciliation.

a. All Application Forms validated outside the Cashier’s office to be forwarded to Cashier

(Ground Floor, Main Acute Building) for reconciliation.

4. Officer reviews form and ID for completeness.

a. Original application must be presented — this will be photocopied and filed.

b. Check photo ID

i. If the applicant does not have photo ID then validation cannot take place

5. Financial hardship applications are escalated to the Director, Corporate Services, or delegate for

approval.

6. Once approval is granted the validation officer validates the ticket
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The Prince Charles Hospital
7. Consumer to pay at parking ticket machine on exit as per the concession percentage.

Parking Locations

Location Fees Available
Multi Story Car Park Paid Parking/ Concession Parking 24 Hours, 7 days per week
Complaints

Complaints will be managed as per the Metro North Consumer Feedback Policy.

If a complaint cannot be resolved, the complaint is to be escalated/referred to the Director Corporate
Services.

Partnering with consumers

Patients and/or their substitute decision-maker(s) (e.g., family members, appointed guardian, Statutory
Health Attorney, Enduring Power of Attorney and/or carers) are to be encouraged and given the opportunity
to ask questions, clarify information and identify goals and concerns relating to the patient’s care. Staff are
responsible for providing information in a way that is understandable and meets the needs of the recipient.
Staff must also check that the recipient fully understands the information provided.

An interpreter may be booked to promote consumers’ cultural right to communicate in a language of their
choosing (per sections 27 and 28 of the Human Rights Act 2019 (Qld))

All patients of non-English speaking background, Culturally and Linguistically Diverse (CALD), and
Aboriginal and/or Torres Strait Islanders who speak English as a second or third language are to be
informed of their right to ask for full information about their health care issues and planned procedures in
their preferred language, where available, through the services of a professional accredited interpreter, on
the Metro North Health Intranet Language Services page.

Chaplaincy Services can be accessed for those seeking spiritual or emotional support — please contact your
Ward Administration staff or Facility switchboard between 8:30am and 3:00 pm Monday to Friday or for
urgent or out of hours requests.

At all times, staff are to act and make decisions in a way that is compatible with human rights by properly
considering the human rights of individuals who may be impacted by their actions or decisions in
accordance with the Human Rights Act 2019 (QId). Partnering with consumers demonstrates respect,
integrity and compassion and Metro North Health’'s commitment to putting values in action, putting people
first and providing high quality healthcare outcomes to patients.

Aboriginal and Torres Strait Islander considerations

Metro North Health is committed to protect the public from harm and to improve the quality of health service
provision. The NSQHS Standards identify six actions specific to the provision of care for Aboriginal and
Torres Strait Islander peoples. The attendance to these actions provides assurance that service provision is
equitable, and that the patients’ needs drive the level and range of care that can be accessed.

See the Australian Commission on Safety and Quality in Health Care for further information

Metro North Health is committed to ensuring our staff have the knowledge and skills to deliver care in
culturally capable ways and that our work environments are at all times culturally respectful and supportive
of Aboriginal and Torres Strait Islander peoples as guided by the Queensland Health Aboriginal and Torres
Strait Islander Cultural Capability Framework 2010-2033 and Metro North Health Equity Strategy 2025.
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The Prince Charles Hospital

Culturally and Linguistically Diverse (CALD)

Staff are to provide care that encompasses physical, social, emotional, spiritual and cultural wellbeing of the
individual, in accordance with the Metro North Collaborating in Health Strategy 2022 — 2025.

The Australian Charter of Healthcare Rights states that patients have a right to be informed about services,
treatment, options and costs in a clear and open way. Wherever practical, healthcare providers should take
steps to meet patient/consumer access, treatment, language and communication needs.

The principles of equity and cultural safety provide the guiding principles for implementing and maintaining
health equity for our diverse communities, including CALD communities, people from refugee and asylum-
seeking backgrounds, LGBTQI+ communities, people living with disabilities, rural and remote communities,
people who are homeless or vulnerably housed who access health services. These principles are as
follows:

Access

Individuals and groups within the organisation will take responsibility for providing a range of access options
to health services that are culturally appropriate for CALD patients.

Safety

Patients and other individuals receive safe and high-quality health services, provided with professional care,
skill and competence in an environment that makes them feel safe.

Respect

All individuals and groups are treated according to their unigue cultural needs and differences with an
understanding to not in any way diminish, demean or disempower individuals on the basis of perceived or
actual differences.

Partnership

Individuals make decisions with their healthcare provider and are involved in honest and open
communication, which includes choosing the people involved in planning and decision-making.

Information

Information is shared with Individuals and groups within the organisation, demonstrating service models
that encompass health promotion, disease prevention, diagnostic, treatment, primary, acute, sub-acute and
support services.

Privacy
Individuals’ privacy will be respected, and their health information will be secure and confidential.
Feedback

Individuals share experiences and participate to improve the quality of care and health services. Feedback
or complaints will be provided and actioned without effecting the individual's treatment plan. Concerns will
be addressed in a transparent and timely way.

Metro North Health respects, protects and promotes the cultural rights of Culturally and Linguistically
Diverse (CALD) people. Please advise CALD patients, their families and/or substitute decision-makers of
their cultural and language rights under Section 27 of the Human Rights Act (2019). An interpreter may be
booked to promote consumers’ cultural right to communicate in a language of their choosing on the Metro
North Intranet Language Services page.
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Legislation and other authority

Health Service Directive Hospital Car Parking Provisions: Directive #QH-HSD_042:2014 Patient and carer
car parking concessions standard | Health service directive standard | Queensland Health

Guideline Hospital Car Parking — Provision of Staff Parking: Guideline #QH-HSDGDL-042-1:2014 Patient
and carer car parking concessions standard | Health service directive standard | Queensland Health

Standard Hospital Car Parking — Patient and Carer Car Parking Concessions: Standard #QH-HSDSTD-
042-2:2017 Provision of staff parking quideline | Health service directive guideline | Queensland Health

Hospital and Health Boards Act 2011 (Section 47)

Human Rights

The purpose of this document is to ensure concession parking is applied to approved patients and / or care
givers in a timely manner, whilst also respecting the human rights of every person in accordance with the
Human Rights Act 2019 (QId).”

References

RBWH 004308: Car Parking Concessions for Eligible Patients and Primary Carers

Redcliffe Hospital Hospital Car Parking - Patient and Primary Carer Parking Concessions - 006809

Caboolture Hospital 007893: Hospital Car Parking — Patient and Primary Carer Car Parking Concessions

STARS Parking — Patient and Primary Carer Parking Concessions 005989

SCUH Concessional parking | Queensland Health Intranet

Related documents

Hospital Car Parking — Patient and Carer Car Parking Concessions | Safety and Quality | Metro North HHS
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Appendix 1 — Definition of terms

Term

Definition

Primary Carer

The Carers (Recognition) Act 2008 identifies a Carer as an individual who provides,
in a non-contractual and unpaid capacity, ongoing care or assistance to another
person who, because of disability, frailty, chronic illness or pain, requires assistance
with everyday tasks.

The definition of Primary Carer, for the purpose of this Procedure, is the main
individual Carer for a patient.

This includes Carers of babies and children.

Eligible Patient Include:
gr;orleljglmary patients and primary carers who are required to attend hospital frequently;
patients and primary carers who need to attend hospital for an extended period of
time;
patients and primary carers experiencing financial hardship; and/or
Patients and primary carers with special needs who require assistance in accordance
with the criteria set out in this Procedure
Patient Any person accessing a Metro North hospital for clinical services.
Staff Any person employed at a Metro North hospital (permanent, temporary or casual).
Delegate The delegate for approval purposes of financial hardship is the Director of Corporate
Services or approved subdelegated position.
Validation The validation officer is an Administration officer working in the areas listed above
Officer where concession parking can be processed, and a validation can be applied to the

parking ticket.

The Primary validation officer is the TPCH Cashier.
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Appendix 2 — Evaluation process for Car Parking Concession

‘re54<

Is the applicant an inpatient or the primary carer
for a patient who is admitted

Has the patient been an inpatient for 14
days or longer?

F—MNo—*

Is the applicant experiencing financial

hardship or is there any other special No

needs/considerations that need to be o
investigated for concession parking

Patient eligible for concession carparking

Financial Hardship:
Does the applicant hold a
current Health Care Card or
Pension Card?

Photo identification and application
form to be supplied

Parking
concesssion to
be validated

Special Considerations:

Does the applicant have |

the Social Work team
involved in their care?

Yes

+

Applicant eligible for
concession parking

Applicant eligible for
concession parking

Photo identification and
application form to be

Photo identification and
application form to be

supplied presented
Parking
concesssion to be
Financial Hardship Only: validated
Application form and any
additional information to Declined
be forwarded to delegate
for consideration of
concession parking
Parking Parking
concesssion to concession
be validated declined

Hospital Car Parking Patient and Primary Carer Car Parking Concessions 004310 — Procedure
V3.0 Effective: October 2025 Review: October 2028

Is the applicant a patient or carer of an
Outpatient who will be attending the
hospital 2 or more times for more than 2
weeks?

Patient eligible for concession carparking

Photo identification and application
form to be presented

Parking
concesssion to
be validated
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Appendix 3 — Concession Parking Application Form

Please Note: All Application Forms are pre-numbered for tracking and are to be collected from
the Cashiers Office.

The Prince Charles Hospital

|Affic peabery! idnnlificaiion bbel Fem)

Concession Parking Application Form |...

Family Name:
Givean Namis
Adrres s
Application number (Ofice use only): | | Dt of Bt ser Om Of O
PART A — APPLICANT TO COMPLETE
Hame of applicant: Patient name:

Are youthe: [ Patient OR [ Primary Carer Patient date of birth:

Does the Patient identify as Aboriginal andior Torres Strait Islander?
O No [ Aboriginal [] Torres Strait Islander [ Aboriginal and Torres Strait Islander

Type of concession: [ Extended stay [ Frequent attendee  [] Financial hardship & special considerations

Acknowledgement:

By signing this application for, you acknowledge and agree:

* You are the person respongible for payment of the car parking fees ital outlined above;

* You understand only one person may apply for car parking con jon with the Patient named
above (either as Patient or Primary Carer) and you are not a ication that has been made in
connection with this Pafient;

* You have provided all information which may be reley;
any documentation that has been released by the

* Al information you have provided is true and

Signature of applicant:

PART B — STAFF TO COMPLETE

HName of treating team/clinician:

er this policy including

Frequent attendee

nt for fourteen (14) days or longer
I | Expecited date of discharge: [ 7

[ 100%
[Financial hardship only) | Nme: Signature:
Designation: Date: [ [
Special Details: [ Social Work engagement
consideration
Concessionrater  []50% [ 100%
Name: Signature:
Designation: Date: [ [
Expiry date of Dater [
concession parking
Name: Signature:
Designation: Date: [ T

Metro North

Health
W20 Effeciive: Ociober 2025 Review: Ociober 2027 =it

i) Queensland
" Government
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Document history

practice from
previous version

Author Manager Ambulatory and Outpatient Services, TPCH

Custodian Director Corporate Services, TPCH

Conseguence Likelihood — Unlikely Consequence — Negotiable Risk Rating — Low (2)
Level

Compliance Performance against Department of Health Key Performance indicators provided
evaluation to the Director Commercial Activities

and audit This information will be included in the Metro North Annual Report

Replaces Hospital Car Parking — Patient and Primary Carer Car Parking Concessions
Document/s Procedure, PROC004310v2.0, Effective December 2020

Changes to Updates to include additional validation points and process.

Education and
training to support
implementation

Not applicable update to procedure.

Consultation

Key stakeholders as referenced in the Consultation Table
Director Corporate Services

Administration Manager, Outpatient Services

Cashier, TPCH

Security Services

MN Car Park Team

Director, Finance

Reporting, Policy and compliance

Administration Manager, EPIC

Administration Manager, Surgery & Critical Care
Manager, Facility & Support Services

Executive Director, TPCH

Director, Allied Health

Director, Social Work

Broad Consultation facilitated through the following:

Clinical Governance Committee Members

Marketing Strategy

Education and Awareness Program for all staff
Publish TPCH QHEPS Procedure Page
Publish TPCH SQU Newsletter
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Key words Car, parking, MNHHS, allocation, fees, procedure, metro, north, hospital, safety,
access, park, carpark, car parking, cost, concession, eligible patient, carer, staff
discount, visitor, multi storey, patient, free, social work, application, employee,
directive, wheelchair, 004310

Custodian Signature Date
Director Corporate Services, The Prince Charles Hospital

AUTHORISATION

Authorising Officer Signature Date
Executive Director, The Prince Charles Hospital

The signed version is kept in file at the Safety and Quality Unit, The Prince Charles Hospital.
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