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Glossary 

Term Definition 

Adverse patient 

safety event 

An incident that results, or could have resulted, in harm to a patient or consumer. A near 

miss is a type of adverse event. (SAPSE and sentinel event are a subset of APSE). 

Attestation 

A formal declaration or confirmation that information, processes, or outcomes are accurate, 

complete, and compliant with relevant or standards. It involves senior leaders signing off on 

reports, assessments, or documents to verify accountability and transparency. 

Capability 

The collective skills, knowledge, systems, and resources that enable an organisation or 

workforce to effectively deliver safe, high-quality care. Capability encompasses individual 

competencies as well as organisational structures and processes that support performance 

and continuous improvement1. 

Clinical 

governance 

Clinical governance refers to the integrated systems, processes, leadership, and culture that 

are at the core of providing safe, timely, effective, efficient, equitable and person-centred 

care underpinned by continuous improvement. This applies to all care settings1. 

Clinical triage 
The process of assessing and prioritising patients based on the urgency of their clinical 

condition to ensure timely and appropriate care. 

Clinician 

credentialling 

The formal process used by health services to verify that clinicians have the necessary 

qualifications, training registration, and experience to deliver safe, high-quality care.  It 

ensures clinicians work within their defined scope of practice and is regularly reviewed as 

part of clinical governance12. 

Co-design 
Co-design brings consumers and stakeholders together to design new products, systems, 

services, and policies. 

Consumer 

The term ‘consumers’ is inclusive and refers to patients, residents, clients, families, 

supporters, those with lived and living experience, carers, advocates, representatives, 

volunteers, and communities who may be past, current, or potential users of the service1. 

Continuous 

improvement 

Organisational process that engages all team members in planning and implementing 

ongoing improvement strategies and practices. 

Control 
The word ‘control’ is simply a term that means ‘ways to manage an issue.’ Controls are 

things you can put in place to eliminate and reduce risks3. 

 
1 Australian Commission on Safety and Quality in Health Care, NSQHS Standards – 2nd Edition, Standard 1.24. 

2 Department of Health, Victoria, Credentialing and defining the scope of clinical practice for medical practitioners in Victorian public health 

services – Policy. 

3 WorkSafe Victoria, Controlling hazards and risks in the workplace.  
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Cultural 

awareness 

Being aware of, and developing sensitivity to, cultural difference and cultural diversity4. 

Cultural capability Encompasses cultural awareness, cultural safety, and cultural competence5. 

Cultural safety 
Cultural safety is an environment which is safe for Aboriginal and/or Torres Strait Islander 

people, where there is no assault, challenge or denial of their identity and experience5. 

Data 

Raw facts, figures, and information collected from various sources that can be analysed to 

inform decision-making, monitor performance, and support clinical governance. In 

healthcare, data includes clinical outcomes, patient feedback, incident reports, and 

workforce statistics that underpin quality improvement and risk management activities1. 

Diversity 

Diversity is our individual differences, perspectives, knowledge, and skills. It can include 

gender, disability, age, sexual identity, intersex status, language, ethnicity, cultural 

background, religious beliefs, and family responsibilities, as well as differences between 

individuals in life and personality5. 

Employee /staff 
All people engaged or employed by the organisation to fulfil specific roles and functions. 

This includes senior medical officers and visiting medical officers. 

Employee 

wellbeing 

Relates to all aspects of work life. It includes your workers’ physical and psychological 

safety, workload, how their work is designed and organised, support from leaders and 

peers, and more. When you get it right, you create an environment that fosters meaning, 

purpose and belonging where workers are safe, healthy, satisfied and engaged6.  

Escalation 

The process of promptly communicating and referring issues, concerns, or risks to a higher 

level of authority when they cannot be resolved at the current level, require urgent attention, 

or pose significant safety or quality risks. Escalation ensures that critical incidents, emerging 

risks, or deteriorating patient conditions are addressed by the appropriate leaders or clinical 

experts without delay1. 

Feedback 

Structured mechanisms and processes designed to capture insights, opinions, and 

experiences of consumers, communities, and employees regarding aspects of care, health 

service and employment environment and experience. 

Framework 

A structured set of principles, standards, or guidelines designed to support consistent and 

effective practice within a specific area. In clinical governance, a framework outlines the 

essential elements, roles, and responsibilities needed to ensure safe, high-quality care and 

continuous improvement7. 

Hazard A hazard is something that can cause harm4. 

Health literacy 
Health literacy is about how people understand information about health and health care, 

how they apply that information to their lives, use it to make decisions and act on it8. 

Health workforce 
All people working in a health service organisation, including clinicians and any other 

employed or contracted locum, agency, student, volunteer, or peer workers. The workforce 

can be members of the health service organisation or medical company representatives 

 
4 Victorian Public Sector Commission, Improving cultural competency of National Safety and Quality Health Service Standards – Action 

1.21. 

5 WorkSafe Victoria, WorkWell Toolkit – Diversity and Inclusion. 

6 Safer Care Victoria, Victorian Safety Culture Guide. 

7 Murray PHN, Desktop Guide to Clinical Governance. 

8 Australian Commission on Safety and Quality in Health Care, Health Literacy. 



 

Clinical Governance Maturity Matrix (CGMM)  Safer Care Victoria  3 

OFFICIAL 

providing technical support who have assigned roles and responsibilities for care of, 

administration of, support of, or involvement with, patients in the health service organisation. 

High quality care 
The elements of high-quality care are safe, timely, effective, efficient, equitable and person-

centred. 

Human factors 

Human factors (or ergonomics) are concerned with the understanding of interactions among 

humans and other elements of a system to optimise human well-being and overall system 

performance9. 

Inclusion 

Inclusion in the workplace happens when everyone is valued and respected, has equal 

access to opportunities and resources, and has a say in decision making. Inclusive 

workplaces are ones where people feel a sense of belonging and have a shared sense of 

purpose. They are places where people feel they can contribute their perspectives and 

talents, and experience reward and recognition for their efforts4. 

Integrated care 
Provision of well-connected, effective, and efficient care that takes account of and is 

organised around a person's health and social needs10.  

Key Performance 

indicators 

Quantifiable measures used to evaluate the effectiveness, efficiency, and quality of 

processes or outcomes within an organisation. In clinical governance, KPIs help monitor 

progress against strategic goals, identify areas for improvement, and support accountability 

for delivering safe, high-quality care. 

Key risk indicators 
Quantitative or qualitative metrics used to signal increasing risk exposure and monitor 

trends to trigger interventions. 

Leadership and 

culture 

The combined influence of organisational leaders’ behaviours and the shared values, 

beliefs, and norms within a workplace that shape how care is delivered and how safety and 

quality are prioritised. Strong leadership and a positive culture are critical enablers of 

effective clinical governance and continuous improvement. 

Local Health 

Service Networks 

A group Victorian health services within a geographical region and are responsible for 

supporting collaborative care for their community, as close to home as possible11.  

Models of care 
The way in which a health service is delivered, including the process of care as well as the 

health care professionals or skills required to deliver the care. 

Multidisciplinary 

teams 

Multidisciplinary teams bring together the expertise and skills of different workforces, roles, 

and professionals (including those with lived and living experience). For the purposes of this 

framework, a multidisciplinary team is one that involves diverse expertise, and in which all 

expertise is valued, to provide care, support, and treatment collaboratively and 

compassionately12. 

Occupation 

violence and 

aggression 

Any incident, irrespective of the intent or harm, where an employee is verbally, physically, or 

psychologically abused, harassed, or threatened by a patient, resident, or client, another 

employee or member of the public. 

Open disclosure 
A formal, transparent process for communicating with patients, their families, and carers 

when an incident results in harm during healthcare. It involves acknowledging the incident, 

explaining what happened, describing the steps being taken to manage the situation, and 

 
9 International Ergonomics Association, what is ergonomics (HFE)? 

10 Victorian Department of Health, Integrated Care. 

11 Victorian Department of Health, Local Health Service Networks 

12 Victorian Department of Health, Our workforce, our future: A capability framework for the mental health and wellbeing workforce. 
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outlining how the organisation will prevent similar events in the future. Open disclosure 

supports trust, accountability, and continuous improvement in care quality13. 

Organisational 

culture 

The shared values, customs, and behaviours that shape how an organisation operates, 

treats its employees, serves its customers, evaluates its leaders, and measures 

performance. Culture is the expression of the organisation’s values, norms, and behaviours. 

A common interpretation of culture is “the way things are done 

around here”. 

Partnering with 

consumers 

The collaborative and inclusive relationship between health professionals, consumers, 

families, carers, and communities that enables better health outcomes and a more efficient 

and effective health system. It is based on how different people's knowledge and insights 

can come together through collaboration, inclusion, and engagement. It is not only an 

exchange of knowledge and information, but a process through which new knowledge and 

strategies are cocreated for better outcomes and impact. 

Patient reported 

experience 

measures 

Information collected from consumers about their experience of the care they received from 

service providers and the outcomes achieved. 

Patient reported 

outcome 

measures  

Information collected from patients which captures their perception of their own health 

through questionnaires. PROMs enable patients to report on their quality of life, daily 

functioning, symptoms, and other aspects of their health and well-being. 

Peer A peer is someone who shares the same status, skills or other attribute or position11. 

Psychological 

safety 

A shared belief that it is safe to speak up, offer ideas, ask questions, or raise concerns 

without fear of humiliation or negative consequences. It supports staff wellbeing, learning, 

and continuous improvement, and is essential to a positive safety culture14. 

Psychosocial 

hazards 

Psychosocial hazards are factors in the design or management of work that increase the 

risk of work-related stress and can lead to psychological or physical harm. 

Quality 

Improvement 

A systematic method used to achieve higher levels of performance in an organisation. 

Reporting culture 

A work environment where staff feel supported and empowered to report errors, near 

misses, safety concerns, and risks without fear of blame or punitive action. A strong 

reporting culture encourages transparency, learning, and system improvement, recognising 

that incident reporting is essential for preventing harm and strengthening clinical 

governance. 

Risk Risk is the possibility that harm might occur when someone is exposed to a hazard.4 

Risk appetite 

Risk appetite defines how much risk an organisation is willing to take in pursuit of its 

objectives. In healthcare, this includes patient safety, preventable harm, financial 

sustainability, innovation, and compliance. 

Risk assessment 
Risk assessment is the overall process of risk identification, risk analysis and risk 

evaluation. 

Risk management 

A systematic process for identifying, assessing, prioritising, and controlling risks that could 

impact the safety, quality, and effectiveness of care. In clinical governance, risk 

management ensures that potential threats to patients, staff, or organisational operations 

 
13 Australian Commission on Safety and Quality in Health Care, Open disclosure framework. 

14 Australian Commission on Safety and Quality in Health Care, NSQHS User Guide for Measuring and Evaluating Safety Culture in 

Hospitals. 
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are recognised early and addressed through mitigation strategies, monitoring, and 

continuous improvement15. 

Risk matrix 
A visual tool used to assess and prioritise risks by determining the likelihood of a risk event 

occurring against its potential impact or severity.  

Risk registry 
A centralised tool for recording identified risks, their likelihood, impact, mitigation strategies, 

and responsible owners. It promotes visibility and accountability. 

Safety culture 
The product of individual and group values, attitudes, and behaviours that determine the 

commitment to and practice of organisational safety. 

Safety I and 

Safety II 

approaches  

Two ways of thinking about safety in healthcare. Safety I focuses on preventing things from 

going wrong, while Safety II looks at how things go right and how people adapt to deliver 

safe care.  

Scenario planning 
Controlled or simulated set ups that enable exploration of potential future events and assess 

the organisation’s resilience under different risk conditions. 

Scope of practice 

The roles, responsibilities, and functions that an individual health practitioner is educated, 

competent, and authorised to perform within the boundaries of their professional 

registration, organisational context, and relevant legislation16. 

Self-determination 
The ‘ongoing process of choice’ to ensure that Aboriginal and/or Torres Strait Islander 

people can meet their social, cultural, and economic needs5. 

Sentinel event 

Is defined in the Health Services (Quality and Safety) Regulations 2020 as an unexpected 

and adverse event that occurs infrequently in a health service and results in the death of, or 

serious physical or psychological injury to, a patient as a result of system and process 

deficiencies at the health service entity17. 

Serious adverse 

patient safety 

event 

A serious adverse patient safety event is defined, in section 3(1) of the Health Services Act 

1988, as an event of a prescribed class or category that results in harm to one or more 

individuals18. 

Statutory duty of 

candour 

A legal obligation for Victorian health service entities to apologise to and communicate 

openly and honestly with patients, their families, or carers when a SAPSE has occurred. It 

builds on the Australian Open Disclosure Framework currently used for all cases of harm 

and near miss. Statutory duty of candour is set out in section 128ZC of the Health Services 

Act 1988, section 22I of the Ambulance Services Act 1986 and section 637 of the Mental 

Health and Wellbeing Act 202219. 

Succession 

planning 

Succession planning is the strategic process of identifying and developing internal staff with 

the potential to fill key leadership and critical roles within the organisation. It ensures 

workforce continuity, supports leadership development, and maintains high quality care by 

preparing future leaders20. 

Sustainability 

The capacity of a health system to maintain and improve service quality, safety, and 

outcomes over time by effectively using resources, adapting to changing needs, and 

ensuring long-term viability14. 

 
15 International Organisation for Standardisation, Risk management - Guidelines 

16 Australian Health Practitioner Regulation Agency, National Safety and Quality Health Service Standards – Standard 1.20 

17 Safer Care Victoria, Sentinel Events 

18 Safer Care Victoria, Policy: Adverse Patient Safety Event  

19 Safer Care Victoria, Victorian Duty of Candour Guidelines 

20 Australian Commission on Safety and Quality in Health Care, National Model Clinical Governance Framework. 
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Systems thinking 

An approach that understands healthcare as a complex, interconnected system where 

different components—such as people, processes, technology, and environment—influence 

one another. It involves looking beyond individual parts to see patterns, relationships, and 

root causes to improve safety, quality, and outcomes across the entire system21. 

Triangulate/triang

ulation 

The practice of collecting data from multiple sources or employing various methods to 

confirm findings or validate conclusions. It enhances reliability and provides a 

comprehensive understanding of the subject. 

Vicarious trauma 

(secondary 

trauma) 

Vicarious trauma, also known as secondary trauma, refers to the negative effects of indirect 

exposure to potentially traumatic events during the course of one's work22. 

Walkarounds 

Walkarounds are a commitment by the senior leadership (Boards and executive) of an 

organisation to meet and talk with staff working at the point of care, specifically focusing on 

issues affecting consumer and employee safety. They occur regularly, allow quick and 

effective follow up of safety issues, and enhance relationships and communication between 

senior leadership and point of care teams. 

Workforce 

All individuals engaged by a health service, including employees, contractors, agency staff, 

students, and volunteers, who contribute to the delivery of care and organisational functions. 

An effective workforce is appropriately skilled, resourced, and supported through education, 

training, and wellbeing initiatives to deliver safe, high-quality care. 

  

 
21 Australian Commission on Safety and Quality in Health Care, Australian Patient Safety Foundation: Systems Thinking and Patient 

Safety. 

22 WorkSafe Victoria, Work related stress and traumatic events. 
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