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Welcome
to St George’s

A guide for patients and visitors

Living our values - excellent, kind, responsible, respectful



If you need an interpreter or signer, please tell a member of staff. We sometimes need notice for
this, but we will try our best to support you and make arrangements for your next visit.

English
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Arabic
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Gujarati

Jesli potrzebuja Panstwo ttumacza ustnego lub osoby postugujacej sie jezykiem migowym, prosimy o
poinformowanie cztonka personelu. Potrzebujemy czasami w tej kwestii powiadomienia, jednakze
postaramy sie uczyni¢ wszystko, co w naszej mocy, aby udzieli¢ Panstwu wsparcia oraz zorganizowaé
Panstwa kolejng wizyte.

Polish

Caso necessite de um intérprete ou intérprete de lingua gestual, informe um dos funcionarios. Por
vezes é necessario avisar com alguma antecedéncia, mas faremos os possiveis para lhe prestar
auxilio e organizar o que for preciso para a sua proxima visita.

Portuguese

Hadii aad u baahantahay turjubaan ama tilmaamaha gacnaha ee dhagoolaha, fadlan u sheeg
shagaalaha midka tirsan. Anaga mararka gaarkood waxaan u baahanahay ogeysiin, laakiin waan isku
tijaabinaynaa sida ugu wanaagsan sidii aan kugu taageri laheyn si aan kugu habeyno marka dambe
ee aad na soo boogatid.

Somali

2_BiHEHdE (5 Gurfleluwiriureri g snaens Guryl Gususui GoemauliLi L Tel, S|
GlFiig) 2emflui 2 muillert et 51 GOSH s mitusst. fsv Crrmiseaisy F)shaTear i
S Mlafliiy sthisEhdsss CamauliLBE DS, SERTTH 2_BisEHdb S HHT6Y Hafldsayd wHHID
o_misEhmL W BES aumensullsar Gurg @lsnasrar sshuT@amen GlEua)b sTRISETTE (1pighHsb
SjeraydE@ BrssT wnhd GleiGairi.

Tamil
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This booklet, including an easy read version, and further
information is available at www.stgeorges.nhs.uk

Contents

General information

Where do | go when | arrive?

What if | need help or support?

Where can | get spiritual support?

What facilities are provided at the hospital?
Safety information

How can | tell if someone works for the hospital?
Consenting to treatment

Questions you might like to ask

Will any samples or specimens be taken from me?
About our hospital map

Map

Information about you

Research at St George’s

Will | be seen by students?

Can | have a copy of my medical letters?

I’m an overseas visitor-will | have to pay for my treatment?

Infection control

Help us to stay clean and prevent infections
What do you think of our services?

How do | get advice?

Help with travel costs

About the Friends of St George’s

Giving to George’s

Information for inpatients

Will | be on a single sex or mixed sex ward?
Children

What about my valuables?

Food and meals in hospital

Visiting, telephone calls and letters

Can my visitors stay overnight?

Ronald McDonald House

Getting home and coming back

Become a member of St George’s Healthcare Trust

O OO UlhBSDD

16
16
16
16
17
18
18
18

19



Where do | go when | arrive?

Your letter will tell you which wing to go to. There is a map on pages 10
and 11 of this leaflet. The map will show the nearest entrance point to
your wing where you will find more detailed signs. If you are not sure,
go to one of the reception desks in Grosvenor Wing (the main entrance)
or Atkinson Morley Wing. Volunteers are also available around the
hospital to help you find your way. They wear an identification badge
and either a burgundy coloured blazer, sweatshirt or waistcoat.

What if | need help or support?

Please tell a member of staff if there is anything more we can do to
meet your needs for your appointment or admission.

If you have a learning disability please ask us to contact the
consultant nurse for learning disabilities on 020 8672 1255 extension
2217 or bleep 8386.

If you need a language interpreter or signer, please ask someone who
speaks English to tell a member of staff. Sometimes we need notice for
this, but we will try our best to support you and make arrangements for
your next visit.

Where can | get spiritual support?

Chaplains offer spiritual, sacramental and pastoral care to patients and
their relatives and friends of any religious faith (or no particular faith).
There is a chapel and a multi-faith prayer room on the ground floor of
the St James Wing available for all to use for prayer and quiet reflection
at any time. You can ask a member of staff to contact the chaplaincy
team for you or call 020 8725 3285.



What facilities are provided at the hospital?

Telephones

Pay telephones and mini-cab free-phones are available

in all the main entrances.

Shops
There are a number of retail outlets, including:

M&S Simply Food store
® location: main entrance, Grosvenor Wing

® open: Monday to Friday 07.00 to 21.00 hours
Saturday to Sunday 08.00 to 21.00 hours

Whistlestop newsagent and convenience shop
® location: main entrance, Grosvenor Wing

® open: Monday to Friday 07.00 to 21.00 hours
Saturday and Sunday 09.00 to 19.00 hours

Friends of St George’s shop
® location: Lanesborough Wing
® Open daily 10.00 to 16.00 hours

Cash machines
® location: main entrance, Grosvenor Wing

Toilets are located in every wing. Disabled access
toilets are in the main entrances of Grosvenor Wing
and Atkinson Morley Wing, Knightsbridge Wing,

St James’ Outpatients Department and Lanesborough
Wing Outpatients Department.

Baby changing rooms are located in the main

entrances of the Grosvenor Wing and Atkinson Morley
Wing and outside the dining room on the first floor of

the Lanesborough Wing.
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Pharmacy

The Lanesborough Wing outpatient pharmacy is open to dispense St
George’s prescriptions from:

09.00 to 17.30 hours from Monday to Friday
11.00 to 15.00 hours on Saturday
10.00 to 12.00 hours on Sunday

The St James Wing outpatient pharmacy is open from:
09.00 to 17.30 hours from Monday to Friday

We will explain where to take your prescription. It is usually best to go to
the pharmacy nearest to your clinic.

There is also a pharmacy patient helpline that you can contact with
your medicine-related enquiries, Monday to Friday 09.30 to 17.00 hours,
telephone 020 8725 1033.

Refreshments

Please look at your appointment letter before having any
refreshments. You might have instructions not to eat or
drink anything before your appointment.

ingredients restaurant (Lanesborough Wing)

location: first floor, Lanesborough Wing

open: Monday to Sunday 07.30 to 19.45 hours

sells: sandwiches, soup, snacks, fruit, drinks (hot and cold) and Costa
coffee. Hot food available at the following times:

breakfast: 07.30 to 11.00 hours

lunch: 11.45 to 14.00 hours

supper: 17.00 to 19.45 hours.

location: main entrance, Grosvenor Wing
open: Monday to Friday 07.00 to 21.00 hours

Saturday to Sunday 08.00 to 21.00 hours
sells: a mouth-watering selection of hot and cold drinks, including
expertly made Fair Trade teas and coffees, tasty sandwiches cakes
and snacks.



Lanesborough Wing outpatient café
location: ground floor, Lanesborough Wing
open: Monday to Friday 08.00 t016.00 hours
sells: sandwiches, snacks, fruit and drinks (hot and cold)

St James Wing outpatient café
location: ground floor, St James Wing
open: Monday to Friday 08.00 to 15.30 hours
sells: sandwiches, snacks, fruit, drinks (hot and cold) and Costa
coffee.

@
@D
>
@D
=
L
=1
—h
o
=
3
2
o
>

ingredients restaurant (Atkinson Morley Wing)

location: lower ground floor, Atkinson Morley Wing
open: Monday to Friday 08.00 to 15.30 hours
sells: sandwiches, snacks, fruit, drinks (hot and cold) and Costa

coffee.
Hot food available at the following times:

Breakfast: 08.00 to 11.00 hours
Lunch: 11.45 to 14.00 hours.

Peabody’s
location: ground floor Hunter Wing (St George’s University of
London) and ground floor Atkinson Morley Wing
sells: hot and cold drinks, sandwiches, snacks and fruit
Hunter Wing open: Monday to Thursday 07.00 to 18.00 hours,
Friday 07.00 to 17.00 hours
Atkinson Morley Wing open:
Monday to Friday 07.30 to 20.00 hours,
Saturday 07.30 to 18.00 hours,
Sunday 08.00 to 18.00 hours.



Safety information

Smoking is not permitted in any buildings or grounds owned by

St George's Healthcare NHS Trust.

If you want to try to stop smoking, please talk to a member of your
healthcare team or visit the Health Information Centre (ground floor,
Grosvenor Wing) for information about local stop smoking services.

If you hear a fire alarm, please follow the instructions of the staff.
Green signs show the way to fire exits. We test the fire alarms every
week in each wing; the staff will tell you if it is a test.

Mobile phones can interfere with sensitive equipment
in some areas of the hospital — please look out for the
signs. Please also be considerate and switch them off or
on silent while you are in the clinics and wards. Please do
not use camera phones in the hospital.

Aggression - we have a zero tolerance policy. This means that
violence and aggression is not acceptable to patients, visitors or staff.
Our staff should care for you without the fear of abuse or insult.

Unfortunately, we know that theives can operate in the hospital. We are
working with the police and local councils to reduce and prevent crime
but please secure your possessions.

How can | tell if someone works for the hospital?

All staff in our hospital wear identity badges, which should be visible at
all times. Ask any member of staff to show you their badge, and they'll
be happy to do so. You can also expect staff to introduce themselves.
Many staff such as nurses, healthcare support workers and domestic
assistants wear uniforms. Doctors and consultants don’t have uniforms
but may wear a white coat.

Consenting to treatment
We want to make sure that you fully understand your condition and the

treatment choices available to you. Before you receive any treatment
your doctor, nurse, therapist or pharmacist can help you:

understand what the treatment is and how long you need to use it
8



understand the benefits of the treatment
manage any side effects
talk about your worries about your treatment or medicines.

If you decide not to have a treatment or take a medicine, tell your
doctor or pharmacist. They can support you and explain how this
could affect you.

Treatment will not be carried out without your consent unless it is an
emergency and you are unconscious.

Questions you might like to ask your doctor,
nurse or therapist

can | check that | understand what you said?

are there other ways to treat my condition?

are there any risks or side-effects?

what happens next — do | come back and see you?

is there anything else | can do to help myself?

Will any samples or specimens be taken
from me?

Sometimes samples or specimens are taken from you during your
treatment to help us understand your condition or plan your
treatment. If you are not happy for these samples or specimens to
be used for research purposes, then please make this clear to a
doctor or nurse who is involved in your care.

About our hospital map

There is a map of the hospital overleaf on pages 10 and 11. This has
been developed as a pathway map (like the map of the London
Underground) to help you find your way around. If you prefer a
traditional map of the site, please look out for maps around around
the hospital or ask at a reception desk in Grosvenor Wing or
Atkinson Morley Wing.
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Information about you

When you are a patient, we ask you for information so that you can
receive appropriate care and treatment. We take the confidentiality of
your information extremely seriously. If you want to know more about
how we use your information, please look on our website at the address
below or ask for a copy of Your Information — what you need to
know: www.stgeorges.nhs.uk/docs/patient/your_information0206.pdf

Research at St George’s

St George's is a major research centre involved in developing future
treatments and care. You might be asked to take part in a research
study. The researcher will explain the study in detail to you, including
why it is necessary and what it will involve. If you decide that you would
like to be involved, you will be asked to sign a consent form. If you do
not want to take part, this will not affect your treatment in any way.

Will | be seen by students?

St George's is responsible for training a wide range of health
professionals. This means that students, supervised by qualified staff,
might be involved in your care. Please tell the doctor or nurse in charge
if you do not want a student to be present. This will not affect your
treatment in any way.

Can | have a copy of my medical letters?

Please ask your doctor, nurse or therapist if you would like a copy of
your medical letters. To find out more, search ‘copying letters to
patients’ at www.dh.gov.uk

I’m an overseas visitor — will | have to pay for my
treatment?

Yes, the NHS charges overseas patients, unless they are exempt. Clinic
staff or the overseas patients department on 020 8725 3439 can advise
you about this.

12



Infection control

We all carry bacteria (germs) on our skin or in our bodies. These bacteria
can be passed from person to person. There is a higher chance of cross-

infection in hospital because of close contact between patients and staff.

It will never be possible to prevent all infections acquired in hospital. For
example, patients can infect themselves with their own bacteria.

The best way to prevent infection from spreading is good hand hygiene.

All staff, patients and visitors should wash their hands before and after
touching food, another person or using the toilet.

Help us to stay clean and prevent infections by:

following instructions to clean your hands with alcohol gel before
you enter and leave the ward or department

asking your visitors to do the same

asking your visitors to follow any special instructions such as
wearing aprons or gloves

understanding that we may need to isolate some patients for infection
control purposes, which might mean moving them to a side room
cleaning your hands before eating and after using the toilet or
commode

avoiding touching any wounds or lines you may have

asking staff attending you if they have cleaned their hands

asking visitors not to visit if they have any infections (including
diarrhoea and colds)

putting your litter in the bin

telling the staff member in charge if you see any dirt, dust or rubbish.

What do you think of our services?

Your views about our services are important to us and we welcome
your comments. Please ask your nurse for the leaflet Help us to help
you or send an email to: complaints.compliments@stgeorges.nhs.uk

We also gather feedback about our services to improve patient
experience. All information collected is treated in the strictest
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confidence and is anonymous (this means we do not know which
patient has given which feedback). Each ward or department will display
a poster to show how they are performing and what plans they have
taken to improve the service we provide.

How do | get advice?

If you have any questions or worries about any aspect of your care,
please speak to the nurse in charge. If you remain concerned, you can
contact the patient advice and liaison service (PALS). The PALS team is
here to let you know about our services, listen to your experiences and
help you to resolve any problems you might have with our services.

To contact PALS, you can:
telephone: 020 8725 2453
email: pals@stgeorges.nhs.uk

visit them in the PALS office on the ground floor of Grosvenor Wing,
Monday to Friday 09.00 to 17.00 hours.

Help with travel costs

If you are on a low income or benefits you might be entitled to reclaim
your public transport costs to and from the hospital under the
Healthcare Travel Cost Scheme. Please call the hospital cashier on

020 8725 1632 or see The Department of Health leaflet HC12 available
on our website or by calling 0845 850 1166.

About the Friends of St George’s

The Friends have been part of St George’s Hospital for more than 60
years, first at Hyde Park Corner and now here in Tooting. Our aims have
hardly changed; to help and support patients and staff. Any department
can apply for funding and our Trustees will consider anything from a
piece of life saving equipment to paint for children’s play.

Apart from our shop we also run two trolley services, one supplying
refreshments to people waiting in various clinics and the other one can
be found on the wards. We are always on the look out for more people



to help with the trolley services, so if you would like to help please do
get in touch.

As we are an independent charity, we rely on donations and our
membership subscription, which is £10.00 per year, to continue our
work. If you would like to get involved or perhaps become a ‘Friend of
St George's’ you can contact us by telephone on 020 8725 2125 or by
email friends@stgeorges.nhs.uk or even see what we are all about on
our website www.friendsofstgeorgeshospital.org.uk.

Giving to George’s

You can support a part of St George's Hospital that has made a
difference to your life or someone you love. St George’s Hospital
Charity uses donations to provide extra equipment, training for staff
and improvements to the hospital’s buildings and gardens. Donations
can benefit a particular ward or department, allowing you to support
the area most important to you. Alternatively, you can donate a sum of
money to the general benefit of patients and staff at St George's. You
can make a donation in a number of ways:
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in person at the Fundraising Office in the main entrance,
Grosvenor Wing.

by post, send a cheque made payable to the
St George’s Hospital Charity,
to St George's Hospital Charity,
Fundraising Office,

St George's Hospital,
Blackshaw Road,

London,

SW17 0QT.

online www.justgiving.com/stgeorgescf

Or if you would like to discuss a donation, then please contact the
Fundraising Office on 020 8725 4916 or email:
giving@stgeorges.nhs.uk

You can find out more at www.givingtogeorges.org.uk 15
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Information for inpatients

Will | be on a single sex or mixed sex ward?

Every patient has the right to receive high quality care that is safe,
effective and respects their privacy and dignity. Our patients should not
normally have to share sleeping accommodation or washing and toilet
facilities with members of the opposite sex. This applies to all areas of
hospital care, but on some occasions we might need to make an
exception (for example, for some emergency admissions and in critical
care). The Department of Health has very clear guidelines about this that
we follow closely. To find out more about these guidelines, visit
www.dh.gov.uk

Children

Children will be cared for on wards appropriate for their stage and
development. This can be agreed depending on the needs of the
individual patient.

What about my valuables?

Please do not bring valuables such as jewellery or large sums of money
into hospital. We cannot accept liability for lost or stolen property or
money that is not handed in for safekeeping. If you must bring valuables
with you, you should hand them to your nurse when you arrive. We can
then arrange for safekeeping in the cashier’s office. You will need to
sign a receipt for your valuables. Please note, the cashiers will return
cash amounts over £300 by cheque.

Food and meals for inpatients

We provide a full range of hot meals, sandwiches, salads and snacks.
Meals are carefully planned by the caterers, dieticians and facilities
teams working together. For more information on mealtimes, how to
order meals, drinks, portion sizes and special diets, please talk to a
member of the ward team or see our leaflet Your guide to meals in
hospital available on our webiste.



Visiting, telephone calls and letters

Visitors are welcome, but it is also very important to the health and
recovery of patients that they have plenty of time to rest. Therefore we
ask that friends and family take note of the visiting times on wards.
These are usually 15.00 to 20.00 hours though this can vary between
wards. Most wards also have protected mealtimes to allow patients to
eat their meals without disruption. Visiting may not be allowed during
these times unless the patient requires help with feeding. Please speak
to the ward manager if your visitors have difficulty with these times. Due
to limited space most wards keep the number of visitors to two per
patient at any one time.

You can receive telephone calls as an inpatient. Your relatives and
friends can either:

o call the Trust switchboard on 020 8672 1255 and ask for the name
of the ward

e call the ward once you know the direct dial number (please check
with the ward staff about the best time to ring)

e call your bedside terminal which includes a telephone (please note
this will show on their phone bill as a premium rate).

To receive cards and letters please advise your relatives and friends
that the postal address will be:

Patient Name

Ward

Wing

St George's Hospital
Blackshaw Road
Tooting

London SW17 0QT

The sender should put their own name and address on the back of the
envelope, in case you leave hospital before the letter arrives.
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Please note that flowers and plants may not be allowed on some
wards for infection control or general housekeeping reasons.
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Can my visitors stay overnight?

Friends and relatives who are visiting you may be accommodated
overnight in Ingleby House. The charges for a room only are:

e £30 per person per night (if you stay over 14 nights, the charge is
£15 for each extra night)

e £15 per night for children under 16 (children under five stay for free)

e £20 per person per night for relatives of patients from Jersey
(maximum of two people).

For more information or to book a room, please call the number on your
admission letter.

Ronald McDonald House

Ronald McDonald House provides free ‘home away from home’
accommodation and caring support for the families of critically ill
children being treated at St George’s. Ronald McDonald House
Charities is an independent charity; their aim is to enable families to
maintain a degree of normal family life and stay close to their child.

For further information please email jeanette.hill@uk.mcd.com
or phone 020 8682 7625.

Getting home and coming back

Non-emergency patient transport — this is the ambulance service
that transports some patients to and from hospital. It is only provided for
patients who have very specific needs. A patient’s needs will be
reviewed each time they come to hospital. Patients are assessed by the
patient transport assessment and booking team (TAB). The assessment is
based on Department of Health guidelines. Please call 020 8725 0808
(minicom 020 8725 1177) for more information.



Become a member of St George’s Healthcare Trust
Be part of our future

Foundation Trust

St George's is working towards becoming a foundation trust (FT) and is
inviting patients and members of the local community to become members of
the trust.

FTs remain firmly within the NHS but are set up in a way which gives more
financial freedom to the trust and makes it accountable to its local community.

As an FT, St George's will become a membership organisation with members
drawn from our patients, local residents and staff. We aim to build a
membership of over 6,000 public and patient members who, along with our
7,000 staff members, will elect a council of governors to represent them. The
council of governors will advise the trust’s board of directors on how the trust
should provide and develop our healthcare services to best meet the needs of
our patients and local community.

Membership
Membership of the trust is free and open to anyone aged 16 or over.

As a member you can choose what you would like to do: for example you
can just keep up to date on what is happening at the trust with our quarterly
members’ newsletter, Membership Matters. Or, you might like to come along
to some of our members’ health events. If you wish to be more involved, you
might like to take part in a consultation or focus group, or even stand for
election to the council of governors. The choice is yours.

How to join

Members can make a real difference, so please join us. Detach the application
form over page, complete the sections, fold and tape/staple the form and
return to the address below (no stamp is required). Alternatively complete the
form online at www.stgeorges.nhs.uk

Freepost RSGZ-UJJH-THEB

FT Membership Office

Grosvenor Wing

St George's Healthcare NHS Trust
Blackshaw Road

London SW17 0QT

If you would like any further information about membership, please contact
the Membership Office on 020 8266 6132 or email

members@stgeorges.nhs.uk
19
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Membership application form

Tick here if you do not want your name to appear on the Foundation Trust Register of Members [
Title: Mr O Mrs O Ms O Other
First name:

Last name:
Gender: Male O Female O Date of birth:
Address:

Postcode:
Home tel: Mobile tel:
Would you like to receive notices by text? O
Email:

Getting involved:

Would you like to:

O Become a governor O Take part in surveys and consultations O Attend meetings

Which services are you interested in?

O Cancer services O Long-term conditions O Stroke and neurosciences
O Cardiovascular O Maternity and women'’s services O Therapies

O Children’s services O Services for the elderly O Trauma and emergency
O Community services O Services for the disabled

Representing our community:

It is important to us that our membership reflects the diversity of our community.
Please help by completing the information below.

Your ethnicity:

White Mixed Asian or Asian British  Black or Black British  Chinese or Other
O White Britsh O White and Black O Indian O Caribbean Ethnic Groups
0 Irish Caribbean O Pakistani O African O Chinese
O Other white O White and Black African o Bangladeshi O Other black O Other ethnic group
background O White and Asian O Other Asian background
O Other mixed background
background
Do you consider yourself to have a disability?
O Yes O No

Are you connected with St George’s in any of the following ways?
O As a patient O As the carer of a patient O As a friend/relative of a patient

Tick here if you don’t want St George's Hospital Charity to contact you O

Declaration

| apply to become a member of St George’s Healthcare NHS Foundation Trust and give consent to the processing of my information.

Signature Date
Thank you for taking the time to complete this form.
We will only ever use your information to contact you regarding Foundation Trust or health issues; it will be stored and processed in accordance with the

Data Protection Act 1998. Membership exclusions will apply as follows: Under 16s; Former employees who have been lawfully dismissed; Any individual who
has been involved in violence or abuse aimed at any NHS Trust, staff member or patient.



Freepost RSGZ-UJJH-THEB

FT Membership Office

Grosvenor Wing

St George's Healthcare NHS Trust
Blackshaw Road

London

Sw17 0QT
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