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As Representatives of 
Mater, we strive to 
create a spirit of 
hospitality and inclusion 
in accordance with our 
Mission and Values  
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Our Mission 

Mater Health Services North Queensland (Mater) is a Catholic facility inspired by the vision of 

Catherine McAuley, Foundress of the Sisters of Mercy.  Those who minister here strive to: 

 Offer a healing ministry based on Gospel values;  

 Achieve excellence in the provision of high-quality health care; 

 Make God’s love and mercy a reality in their own lives and in the lives of all for whom they 
care. 

Cultural Statement 

At Mater, we foster a culture aligned to our Mission and Values, encouraging collaboration and 

connection.  We embrace the growth and learning this creates and which nurtures excellence in 

patient-centred care.   

We speak up when  we need to re-set  the standard for patient centred care and to ensure our 

organisation offers a  true sense of belonging in an environment where all people can thrive and 

flourish. 

Forward 

Mater has been a symbolic brand and a not-for-profit organisation in North Queensland for more 

than 70 years, serving local and regional families for generations.  In a traditionally strong Catholic 

community, the Mater brand has always provided an extra layer of comfort and assurance that 

comes with its Catholic identity and Mercy ethos. 

Our Hospital’s Mission and Values are displayed in the way in which we conduct ourselves in 

every interaction: with each other, with our patients, with their families, with visitors and other 

customers.    

We are strongly committed to the provision of quality patient centred health care by integrating 

and working according to our Mercy Values of Spirituality, Compassion, Excellence in Care, 

Respect and Justice.  

Gerard Wyvill  

CEO
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How We Abide By The Code 

The Code has been developed to provide guidance for a values based approach to work, 

professional relationships and the performance expected of all staff.  We all have a responsibility 

to understand and uphold the standards and principles of the Code and all relevant Mater policies 

and procedures.  

When we are not sure of the meaning of the standards contained in the Code, it is our 

responsibility to find out the meaning by raising our question with our manager or another 

person from our leadership team. We cannot defend inappropriate behaviour by claiming that we 

do not understand what is expected of us, as it is our duty to make ourselves aware of the 

principles contained in the Code and apply these to our own conduct.  

Our duty also extends to supporting others to do the same, to continually observe the Code and 

to address any behaviour not aligned with the standards and Values set out here.   

We recognise that inappropriate actions may not be deliberate and while it may seem 

unsupportive to raise a potential breach of the Code, there are valuable reasons for addressing 

issues upfront and in a timely manner. The longer an issue remains unaddressed, the more 

serious it is likely to become.  

If you are unsure whether or not you should address an issue, you may find it helpful to ask 

yourself the following questions: 

 Does this behaviour contradict Mater’s Values or your own personal values? 

 Could somebody be hurt or otherwise seriously and negatively affected by the behaviour?  

 Does this behaviour breach Mater’s policies, procedures or standards? 

 Is this behaviour illegal?  

If the answer to any of these questions is “yes”, you should raise your concerns with someone 

from your leadership team for advice.  Other avenues to discuss your concerns are offered 

through the People and Culture and the Leadership teams.  

Behaviours contrary to the spirit of our Values or the stated standards of conduct may be grounds 

for adverse performance reviews or disciplinary action including formal warnings, demotion, or 

termination of employment/engagement.  The Code is supported by Mater’s policies and 

procedures for grievance and complaints handling and these policies outline options for reporting 

and escalation of any matter deemed to be a breach of the Code or any of our policies. 

 

 



6 | P a g e  
 

 

 

Application of the Code 

The Mater Code of Conduct (the Code) complements the Code of Ethical Standards for Catholic 

and Aged Care, the ethical framework of Mercy Partners and our Patient Centred Care Strategy.  

The Code applies to all who are employed by, working with, or representing Mater in any 

capacity including: employees; contractors; agency staff; volunteers; visiting medical officers 

(VMOs); consultants, and; students. Together we are referred to as staff. 

The Code acts in partnership with the professional standards, codes and guidelines of AHPRA and 

upholds the ethical standards and legal obligations established by the National Boards.  
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Our Values 

As we represent Mater, we are bound to act ethically and professionally at all times, in accordance 

with our Values.  The Code outlines the standards we are expected to uphold whether at work, 

attending work-related functions, travelling for work or otherwise representing Mater.  Our 

understanding, integration and demonstration of the positive behaviours referenced in the Code 

will form part of the minimum performance standards required of each of us.  

Our Values are displayed in the way in which we behave in every interaction – with each other, 

with our patients, with their families and with visitors and other customers. 
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Mercy Spirituality 
Acknowledgement of God in the everyday, which calls us to:  

An understanding of Catherine 

McAuley and her vision.   

MS.1 We perform our roles to the best of 

our ability and remain accountable for 

the outcomes of our actions.   

MS.2 We behave honestly, impartially and 

with integrity. We act with care and 

diligence. 

MS.3 When supervising or managing staff 

we have a special responsibility to 

exhibit and encourage this kind of 

behaviour, and to ensure that the 

staff we supervise understand the 

standards of performance and 

behaviour that is expected of them. 

The practice of hospitality in our daily 

life.   

MS.4 We place the needs of those we care 

for and serve at the centre of our 

decision-making.  

MS.5 We provide care that is respectful and 

responsive to individual patient 

preferences, needs and values and 

ensure that patient values guide all 

clinical decisions. 

MS.6 We attend promptly to the needs of 

our patients and others in receipt of 

our services.  

MS.7 We welcome new staff to ensure they 

feel at home and actively support 

their induction and orientation into 

our organisation. 

The provision of Catholic / Christian 

symbols throughout the Hospital.  

MS.8 We uphold and respect these symbols 

as reminders that we share our time, 

energy and resources so that those 

we serve have improved quality of life 

through our work. 

The celebration of various 

movements of the Hospital’s life 

through uplifting liturgies.  

MS.9 We uphold and respect these cycles 

to embed the charism and ministry of 

the Sisters of Mercy within our 

services. 

A firm commitment to responsible 

stewardship of our Mercy heritage.  

MS.10 We act honestly and fairly and 

endeavour to consider the views of all 

affected parties before making a 

decision, but not to the point of delay 

when a prompt decision is reasonably 

required.  

MS.11 We seek out and make 

recommendations on ways to 

improve the provision of our services. 

“Mercy – the principal path pointed out by 
Jesus Christ to those who are desirous of 

following Him” (Catherine McAuley) 
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MS.12 We meet our responsibilities to 

ensure the safety and wellbeing of 

staff and those we serve by diligently 

managing risks, immediately reporting 

hazards, incidents, near misses, 

accidents, illness or injury.    

MS.13 We follow workplace health and 

safety instructions and wear personal 

protective clothing and equipment 

where it is provided and use it as 

instructed. 

MS.14 We have the courage to challenge 

prevailing assumptions when 

necessary and suggest constructive 

alternatives. 

Collaboration with community groups 

and other health professionals in 

providing Gospel-based health 

services.   

MS.15 We remain open-minded, and 

consider flexible and innovative 

approaches to meeting the 

community’s needs. 

A short time of reflection/prayer 

within our busy, working week.   

MS.16 We make time and take time to assist, 

support and encourage others and 

express appreciation for their 

contributions. 

MS.17 We take pride in our work and 

actively seek new ways of doing 

things better. 

 

 

In the spirit of this Value, we are also 

expected to: 

MS.18 Never accept an attitude or action 

that reflects ‘near enough is good 

enough’. 

MS.19 Never stand by and accept behaviours 

or decisions that may lead to 

intimidation, harassment or bullying. 

MS.20 Never actively ignore or act 

dismissively towards another person, 

their ideas, beliefs or their 

contributions. 

MS.21 Refrain from stealing, fraud or other 

breaches of the criminal code 

MS.22 Refrain from wasting or 

misappropriating resources.  

MS.23 Never ignore or override security or 

safety measures. 

MS.24 Not place ourselves or others at risk 

of injury in the course of performing 

work of any kind for Mater. 

MS.25 Never tolerate corruption of any kind.  

We do not receive or offer gifts, 

bribes or payment, nor any other 

benefit which has the effect of 

compromising our objectivity. 

MS.26 Discourage patients or their families 

from giving gifts which go beyond 

common courtesies and we will 

declare any gifts received to our 

supervisor immediately. 

MS.27 Refrain from fostering relationships 

with patients that go beyond those 

appropriate to our professional 

capacity.
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Excellence in Care  

Our Hospital prides itself in providing: 

A high-quality care for all patients.   

EC.1 We exercise care in planning a 

patient’s experience with Mater by 

communicating effectively and 

transparently with them, their family, 

our staff and the community. 

EC.2 We demonstrate ownership for our 

own role and responsibilities, we take 

accountability for our actions and we 

ensure we act and make decisions 

within our level of competency and 

scope of practice. 

EC.3 We actively seek out, encourage and 

support access to services and 

information across interdisciplinary 

teams to enable the best possible 

outcome. 

EC.4 When supervising or managing staff 

we: 

a. ensure we model constructive 

behaviour and demonstrate 

accountability for individual and 

team performance and outcomes, 

b. monitor and improve our 

performance and that of our 

teams by providing and receiving 

constructive and regular feedback 

on our performance, and by 

recognising the good 

performance of others,  

c. challenge and manage non-

constructive, non-Values aligned 

behaviour and take appropriate 

and timely action if breaches of 

the Code occur,  

d. provide individual and team role 

clarity and opportunities for 

further development.  

EC.5 We strive to provide excellent 

customer service. All people with 

whom we come into contact through 

our work at Mater are treated with 

honesty, fairness, sensitivity and 

dignity. Our patients and their support 

networks have a right to complain or 

criticise our service and we respond 

quickly, in line with our Values and we 

learn from this feedback.  

Opportunities for keeping abreast of 

developments in medical science. 

EC.6 We each hold a continuing 

responsibility to maintain and 

enhance our skills and expertise, and 

keep up to date with knowledge 

associated with our areas of work.  

EC.7 We take advantage of the multiple 

continuing education programs 

“Perfection does not consist in performing an 
extraordinary action, but rather in 

performing extraordinarily well the ordinary 
actions of every day” (Catherine McAuley) 
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offered by Mater including working 

across multidisciplinary teams and 

other operational areas.  

EC.8 We ensure we meet our obligations 

for professional registration, where 

this is required, and ensure our 

registration remains up to date. 

Regular staff in-service. 

EC.9 We actively engage in ongoing 

learning and in personal and 

professional development. 

 

 

 

 

 

In the spirit of this Value, we are also 

expected to:  

EC.10 Refrain from working outside of, or 

accepting behaviour or practises that 

lead to someone else working outside 

of the scope of practice, knowledge or 

skill level or in ways that may breach 

legislation or professional codes of 

practice and ethics. 

EC.11 Never display, ignore or condone poor 

performance, poor behaviour or 

decisions that may compromise safety 

or level of care. 

EC.12 Refrain from working with a 

restrictive and untreated physical or 

psychological injury or working under 

the influence of any substance that 

can affect behaviour, decision making 

capacity or physical capability. 
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Respect 

A gracious disposition which: 

Seeks to act courteously and to build 

right relationships.  

R.1 We act in accordance with the nature 

and purpose of the role we each hold 

and follow reasonable directions to 

accommodate and adapt to our 

organisational needs. 

R.2 We recognise the value of and actively 

encourage work across multidisciplinary 

teams.  

R.3 We recognise that our professionalism 

and personal commitment has a great 

impact on our quality of care as well as 

our patient and staff satisfaction.  We 

are punctual, we attend work as 

required and take breaks in accordance 

with our team needs and manager’s 

directions.  We demonstrate 

accountability for our attendance by 

following our unit protocols for 

recording attendance as well as 

communicating and accounting for all 

absences. 

Reverences all peoples’ traditions and 

religious convictions. 

R.4 We always act to eliminate 

discrimination, bullying and harassment 

within our workplace and work 

practises.   

R.5 We accommodate and respect different 

opinions, perspectives and cultures, in 

our interactions with others irrespective 

of gender identity or orientation, age, 

race, culture, religion, ethnicity, 

disability, social and economic status, 

sexual orientation, political beliefs, 

family and career responsibilities.  

Upholds the dignity and integrity of 

patients, visitors and staff. 

R.6 We seek opportunity to act as a team 

with our colleagues and those we serve, 

we value each other’s contributions and 

work in and open, equitable and fair 

manner. 

R.7 We respect ourselves by valuing and 

caring for our physical, psychological 

and spiritual health, wellbeing and 

development. 

R.8 We responsibly engage with social 

media and other communication 

mediums when representing the people 

and services associated with Mater. 

R.9 We respect ourselves and the image of 

Mater through our consistent 

professional appearance, wearing the 

appropriate corporate uniform and 

remaining identifiable by wearing the 

appropriate identification badge. 

 

“Be ever ready to praise, to encourage, 
to stimulate – but slow to censure and 

still slow to condemn.”  (Catherine 
McAuley) 
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Regards confidentiality as a sacred 

trust. 

R.10 Confidential information includes all 

non-public information about Mater or 

its stakeholders (e.g. patient and 

employee records, supplier terms and 

financial documents).  We protect and 

maintain our confidential information 

and we ensure it is stored securely, that 

it is not used for purposes other than 

performing work for Mater and is only 

accessed by authorised recipients.   

R.11 We uphold and comply with the laws 

that govern the use and disclosure of 

information including privacy laws. 

R.12 We refer requests for comment relating 

to Mater by media to the Marketing 

team. 

R.13 We ensure that any sharing of 

information based on personal and 

professional experience during seminars 

or training programs (as examples) does 

not breach the confidentiality of Mater 

information. 

R.14 We take reasonable steps to avoid, or 

disclose and manage, any conflict of 

interest (actual, potential or perceived) 

in the course of our work.  We will 

declare, before making decisions, any 

real or perceived conflicts of interest 

relating to the decision.  If we believe 

we have a conflict of interest, whether 

real or perceived, we will report it to our 

Director or the Chief Executive Officer. 

Endeavours to speak in an uplifting and 

encouraging manner. 

R.15 We speak with good judgement, to 

recognise and preserve the value and 

dignity of our colleagues and those we 

serve.  We conduct ourselves with 

professionalism and integrity when 

acting for or representing Mater.  

R.16 We champion honest, clear, timely, 

empathetic and appropriate 

communication and challenge 

behaviour that is contrary to our Values. 

R.17 We work together to develop clear and 

robust professional relationships and 

maintain responsible professional 

boundaries. 

R.18 Our decisions must be, and must be 

seen to be, fair and transparent. We 

achieve this through consultation, 

transparent decision making processes, 

keeping clear records and 

documentation to support how 

decisions were made. 

In the spirit of this Value, we are also 

expected to:  

R.19 Never tolerate or ignore disrespectful or 

discriminatory behaviour. 

R.20 Never withhold information that has 

bearing on level of care, safety or 

performance. 

R.21 Refrain from treating a person as 

though they are a diagnosis, symptom 

or as a stereotype. 

R.22 Never discuss or represent others in 

disparaging terms. 

R.23 Refrain from engaging in adverse 

behaviours that may limit the success of 

our services or inhibit our response to 

changes within our organisation.
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Justice 
A gospel imperative which urges us to: 

Share resources with those in need. 

J.1 We actively encourage and support 

the movement of staff between work 

units, opportunities for development 

such as secondment and acting 

positions, and engage in transparent 

and collaborative communication for 

these processes.  

J.2 Our resources include property, plant, 

equipment, small and valuable items, 

information systems, computing 

resources, goods, products and 

valuables. We take good care of the 

assets that are in our possession and 

use them with the same care and 

respect with which we would treat 

our own property. This includes taking 

all reasonable steps to ensure the 

assets under our jurisdiction are 

secured against theft and damage as 

well as being properly stored, 

maintained and repaired. 

To act justly. 

J.3 We are aware of, and act within the 

law, policies, procedures and 

delegations relevant to our areas of 

work. We are entitled to have access 

to any legislation that may be relevant 

to our work. 

  

J.4 We follow lawful, reasonable 

directions from supervisors, team 

leaders and shift leaders, managers, 

directors and the Chief Executive 

Officer.  

J.5 We have the right, and are 

encouraged to question how work is 

done, particularly if we believe there 

is a better way of doing something. 

J.6 We carry out our duties honestly, 

responsibly, in a conscientious 

manner, and to the best of our ability. 

This includes:  

a. giving priority to official duties 

over personal activities during 

work time 

b. acting to improve systems and 

practices 

c. working in a way that is 

accountable, productive and 

actively contributes to a 

constructive culture that reflects 

our Values 

d. conducting ourselves in a way so 

as not to bring or possibly bring 

disrepute to Mater and so that 

others gain confidence and trust 

in the way Mater operates and 

provides care.  

 

“There are three things that the poor prize more 
highly than gold, though they cost the donor 
nothing.  These are the kind word, the gentle 
compassionate look and the patient hearing of 
their sorrows.” (Catherine McAuley) 
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Offer assistance regarding conflict 

resolution. 

J.7 Where a conflict arises, whether with 

a colleague, a patient or their family, 

or a member of the public we seek to 

resolve the conflict in a manner which 

remains respectful of the other 

person and of their point of view so as 

to obtain a constructive resolution of 

the conflict or disagreement. 

 

 

 

 

 

 

 

In the spirit of this Value, we are also 

expected to:  

J.8 Refrain from appropriating Mater 

property for our own use or for any 

use other than for Mater’s benefit.    

J.9 Refrain from following directions that 

are in breach of the law or unsafe to 

fulfil. 

J.10 If we are given such a direction we 

challenge it respectfully and seek to 

understand why it may have been 

issued.  If we are not satisfied with the 

response we raise the concern with 

our leadership team who may then 

also seek the advice of another 

appropriate contact.  However, unless 

there is a significant concern for the 

lawfulness or safety of a direction, we 

are obliged to implement it in the 

interim. 
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Compassion  

A heart that looks for every opportunity to: 

Welcome.   

C1 We demonstrate our acceptance and 

inclusion of our diverse workforce and 

community by the way in which we 

interact with all who come into 

contact with our services: with 

honesty, respect and courtesy, and 

with regard for the dignity and needs 

of others.   

Listen.   

C2 We engage in genuine dialogue with 

staff and stakeholders through 

transparent, open and honest 

communication and consultation. 

C3 We actively seek regular feedback 

regarding our performance as 

individuals and of our services.  We 

critically consider feedback and 

openly seek to use this to develop and 

enhance our work.  

Empathise.   

C4 We consider a person’s emotional, 

social and spiritual needs when 

making decisions. 

C5 We make well-considered decisions, 

and transparently provide reasons for 

these decisions especially where they 

may have an adverse effect on 

people. 

Forgive.   

C6 We maintain an awareness that every 

person has many needs and we value 

and consider the whole person.  This 

is upheld as we respond through 

reconnecting, reconciling and building 

constructive relationships.  

Affirm.   

C7 We endeavour to achieve excellence 

in the performance of our work and 

strive for continuous improvement.   

C8 We seek common ground and foster 

candour with all whom we work and 

serve and we encourage collaboration 

across operational boundaries. 

In the spirit of this Value, we are also 

expected to:  

C9 Never accept or avoid addressing 

behaviours which are 

unwelcome, discriminatory, 

intimidating or abusive. 

C10 Never behave in a manner which 

could be considered 

vilification, bullying, harassment or 

sexual harassment. 

C11 Refrain from acting carelessly or 

harshly towards the people we serve 

or our colleagues. 

“If our hearts be not moved, then in 
vain can we hope to move the hearts 

of others” (Catherine McAuley) 
 

https://www.jcu.edu.au/policy/corporate-governance/bullying-discrimination-harassment-and-sexual-misconduct-policy-and-procedure
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Related policies and procedures 

Patient Centred Care Strategy 

Discrimination, Harassment and Workplace Bullying Policy and Procedure 

Grievance and Dispute Settlement Policy and Procedure 

Work Health Safety and Environment Policy 

Incident Reporting, Recording and Management Policy and Procedure
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Document Title Code of Conduct 

Person Responsible Director People & Culture 
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Location Document Control 

 

Document History and Version Control Table 

Version Action Process Owner Approval Action Date 

19-01 Creation of Original Document Director People & Culture July 2019 
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Notes  
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Health Services 

MATER PIMLICO  

25 Fulham Road PIMLICO 4812 QLD  
Telephone:  +61 7 4727 4444 
Fax:   +61 7 4725 1034 
Email:   info@matertsv.org.au  
 

MATER HYDE PARK 

12-14 Oxford Street HYDE PARK 4812 QLD  
Telephone:  +61 7 4722 8866 
Fax:   +61 7 4722 8845 
Email:   info@matertsv.org.au  
 

 

MATER CORPORATE OFFICE  

Suite 4 and Suite 5  
281 Ross River Road AITKENVALE QLD 4814  
Telephone:  +61 7 4727 4444 
Fax:   +61 7 4725 1034 
Email:   info@matertsv.org.au  
 

MATER WELLNESS CENTRE  

Ronan Street VINCENT 4814  
Telephone: +61 7 4727 4187 
Email:   info@matertsv.org.au  

mailto:info@matertsv.org.au
mailto:info@matertsv.org.au
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