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hank you for choosing the Hospital of S. John & S. Elizabeth
where we are committed to providing the highest sandards of care.
Aswell as providing the very best in modern medical treatment, we
have a special concern for the individual welfare of our patients. As a result, our

Hospital saff are dedicated to making your say as relaxed and restful as possble.

We undergand that coming into Hospital can be an unnerving experience and
hope the information contained in these pageswill help prepare you for your vist.
If you have any queries regarding your stay at the Hospital of . John &

S. Elizabeth, please call our Admissons Office on 020 7806 4066.



before

PRE-ADMISSION FORM

The pre-admission form provides us
with important information. We would
be grateful if you could complete the
form and post it to us in the pre-paid
envelope provided. Alternatively, you
can fax it to us on 020 7806 4003

INSURANCE DETAILS

If your insurance company is paying for
all or part of your treatment, please
complete the relevant section on the
pre-admission form.

Insurance plans and policies vary and it
is important that you contact your
insurance company prior to admission in
order to clarify your level of cover and
obtain pre-authorisation for your
admission. It is important that you bring
all relevant documentation with you.
Please note, the Hospital will contact
your insurance company to verify cover.

SPONSORSHIP

Please provide details of your sponsor if
your treatment is being paid for by
someone else. A letter of guarantee will
be required before you are admitted.

SELF-PAYING PATIENTS

If you are funding your own treatment,
we will require payment in cash or by
credit card on or before admission (if
paying by cheque we need to have
received your cheque seven days before
admission) to cover the estimated cost
of your admission. (See page 11).

SETTLING YOUR ACCOUNT

You will find a complete guide to the
Hospital® payment process on page 11
of this booklet.

SPECIAL ARRANGEMENTS

We recognise that some of our patients
may require specialised equipment to
assist them during their stay. Should
you have any special requirements
please contact the Admissions Office.



Check

1St

We sugged you bring the following
itemsinto Hospital with you:

Any medication that you
are currently taking.

A note of any allergies or
reactionsfrom which you
auffer. (If you require
further details please ask
your GP)

Copiesof any medical
records, (X-ays, etc) in
your possesson.

Medical devicese.g.
crutches, frames etc.

Itemsto entertain and

help passthe time - (books,
magazines, musc casettes,

writing materials etc.)

Nightwear, dippers,
dressing gown, toiletries
and personal itemssuch as
hairdryer. All towelsare
supplied by the Hospital.

For younger patients,
please bring in their
favourite teddy bear or
other comforter and a few
toys. Dressng gown,
dippers, pyjamas, videos,
dvd@etc.

Insurance documentsi.e.
claim form and
authorisation number.

If you have any queries relating to your stay at the
Hospital of St. John & St. Elizabeth please call our Admissions Office on 020 7806 4066



on the day

When you arrive, come to the main
reception. You will then be shown to
your room by a member of the
Admissions Team where you will meet
your nurse who will help you settle in.

Once you are settled, essential medical
information will be taken and you will be
given the opportunity to discuss your
procedure with a member of the
medical team. Any queries you may
have regarding your treatment will then
be answered.

Our medical team provides twenty-four
hour cover and works with your
consultant to plan your care.

During your stay you may come into
contact with a range of clinical
specialists including radiographers,
physiotherapists, occupational
therapists and cardiac technicians. All
staff are highly trained in their area of
speciality ensuring the very best in
service and care.

We have our own pathology laboratory
on site and our own pharmacy which,
in addition to dispensing prescribed
drugs, is also licensed to sell over-the-
counter products.



your

FOOD & DRINK

It is important for patients to have a
well-balanced diet of good quality food
while in Hospital and our chefs prepare
a different menu every day, using the
finest fresh and healthy ingredients.

All our menus offer a wide range choice
and always include vegetarian dishes
and a special healthy eating option.
Although our menus are designed to
suit as many people as possible, we are
always happy to provide alternatives.

If you have any special requirements,
please ask your nurse or waitress to
contact the catering manager - we will
always try to meet your needs.

CHILDRENOSVIEALS
The catering staff are happy to provide
special meals for children on request.

SPECIALDIETS

A range of specialist menus is available
to suit specific dietary requirements,
whether therapeutic, religious or
cultural.

If your consultant feels you should be on
a special diet, you may be referred to
the Hospital® dietician who will prepare
appropriate menus. Please bear in mind
that the cost of the dietician® service is
unlikely to be met by your insurer.

SMOKING

Please note that all patient areas of the
Hospital building are designated non-
smoking.

MAIL & FLOWERS
All mail and gifts such as flowers will be
delivered to your room.



VALUABLES

We advise our patients not to bring
valuables such as jewellery, credit cards
and large amounts of cash into the
Hospital as we cannot be held
responsible for items lost or stolen.

OFFICESERVICES

We can provide access to office
services such as photocopying, faxing
and e-mail. (A small charge may be
made for this service). Please arrange
this via the ward clerk.

INTERPRETERSERVICES

The Hospital maintains a register of staff
who speak a second language. External
interpreter services can be arranged,
although this will be at the patient®
own expense.

It is helpful if we are informed of your
needs before admission.

SPIRITUAL CARE

The Hospital respects all faiths and can
arrange spiritual and pastoral care for
most major religious denominations.

SPECIALISTNURSING & CARE

The Hospital provides a number of
specialist services such as occupational
and speech therapy. Please note that
the cost of most sessions is unlikely to
be met by your insurer.

SECURITY

The Hospital takes security very
seriously. We have developed a number
of measures to safeguard patients, staff
and visitors, which include CCTV,
alarmed doors and regular security
rounds.

Additional security has been arranged in
the Birth Unit.

CONFIDENTIALITY

The Hospital respects the privacy of the
individual. Any information disclosed to

medical, nursing or administrative staff

is treated in confidence at all times. No
information will be given to a third party
without your written permission.

Complies with the Data Protection Act
1998.



ACCESS TO MEDICAL RECORDS

It is a statutory requirement that we

notify patients of their rights of access

to their records.

¥ All requests should be made in writing
to Matron

¥ Medical records will only be made
availableto the individual to whom
they refer.

COMPLAINTS PROCESS:

1 Local Resolution
If you do not wish to address your
complaint to the nurse in charge of
the ward, or if you are not happy with
how they dealt with your concerns,
you can take your complaint to the
Hospital Matron.

2 Internal Appeal
If you are not satisfied with the results
of Local Resolution you can request
an Internal Appeal, you should do this
within 20 working days of the date of
the final written response.

3 Next Steps
If you are not satisfied with the
alternative resolution offered, you

COMPLAINTS

We would naturally hope that you were
satisfied with the treatment you
received at the Hospital. However,
should our services fall short of your
expectations the Hospital operates a
code of practice for handling patient®
complaints.

have the right for further review by
the Hospital Board of Directors.
The Chief Executive of the Hospital
will explain how you can request a
further review in his letter to you.

Alternatively you can raise your concerns
directly with our registration body at the
following address:

Private & Voluntary Healthcare
Healthcare Commission

Finsbury Tower

103 - 105 Bunhill Row

London EC1Y 8TG

Tel: 020 7448 9200

Fax: 020 7448 9222

www .healthcarecommission.org.uk



your

FACILITIES

For your comfort all single rooms have
a bathroom en-suite, colour television,
radio cassette player, and telephone.
Chilled, filtered water is served in all
rooms.

HOUSEKEEPING
Your room will be cleaned and fresh
towels supplied daily.

NEWSPAPERS

A newspaper of your choice is provided
free of charge and delivered to your
room.

MOBILE TELEPHONES

Mobile telephones can affect the
operation of vital electronic medical
equipment.

We therefore ask all patients and visitors
to switch off their phones whilst in the
Hospital.

MEALS & BEVERAGE SERVICE
Meals will be served in your room at the
following times:

Breakfast: from 7.45 am
Lunch: from 12.15 pm
Dinner: from 6.00 pm

We find these times suit most patients,
although sometimes we can
accommodate a preference for different
meal times.

Early morning tea or coffee, mid-morning
coffee, afternoon tea and a hot

drink in the evening are also served.

You can order an alcoholic beverage with
your meal providing it doesn® interfere
with your condition or medication.

Our wine list has been prepared to
complement our menu and a copy is in
your room.



visitors

VISITING & REST PERIODS

There are no set visiting hours at the
Hospital. Your family and friends are
welcome to visit at any time, provided
that this does not interfere with your
recuperation.

As a patient, you have the right to
choose whether to receive or refuse
visitors and incoming telephone calls.

ACCOMMODATION

Parents or guardians are encouraged to
stay overnight free of charge when a
child has been admitted. We do not, in
normal circumstances provide
accommodation for adults to stay
overnight to accompany friends or
relatives. If you have special
circumstances please discuss this with
the Admissions office. There is an
additional charge for this service.

REFRESHMENTS

Complimentary beverages are available
to visitors. Meals and other drinks are
available from the room service menu.

RESTAURANT

The Terrace Restaurant provides a
pleasant atmosphere for patients and
visitors.

It is open every day:

Monday - Friday:
7.45 am - 7.30 pm

Saturday & Sunday:
8.30 am - 6.30 pm



after

GOING HOME

Your consultant will decide when you
are well enough to go home. Please
bear in mind that you might not feel well
enough to drive or travel by public
transport. We would therefore suggest
that you arrange to be collected by
family or friends. Alternatively, we can
arrange for an ambulance or taxi for your
journey home (but please note that this
cost will not be covered by your medical
insurance).

LEAVING YOUR ROOM

We would be grateful if you could
vacate your room by 11.00am on the
day of departure. If your discharge is
delayed an extra charge may be added
to your account.

DAY CASES

The Hospital reserves the right to make
an additional charge to day cases that
remain in hospital more than 5 hours or
require an overnight extension.
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FOLLOW-UP

If you have any concerns, or need advice
after leaving the Hospital, please call
your ward and ask to speak to the senior
nurse on duty.

Please ensure you have made your
appointments with the physiotherapy
department, where appropriate, before
you leave.

PHARMACY

If you are taking medication home after
treatment, please note that its cost is
rarely covered by medical insurance.

NURSING CARE

If your Consultant specifies that you will
require nursing care at home, we can
recommend an appropriate agency.

WHEELCHAIRS & CRUTCHES

If you require crutches or other aids/
appliances the cost will be added to your
invoice.



settling

PAYING YOUR OWN BILL

¥ Payment is required (in cash or by credit
card) on or before admission, based on
the estimated cost of your treatment.

¥ The hospital normally requires credit
card details to pre-authorise for any
additional costs over and above your
estimated cost of treatment.

¥ A refund or bill for any balance on your
account will be sent shortly after your
discharge from the hospital.

¥ The hospital reserves the right to
charge your credit card for such a
balance in which case a bill and credit
card receipt will be sent to you

INSURANCE COMPANY

¥ The hospital has an agreement with
all the major insurance companies.

¥ You should contact your insurance
company before admission as
conditions and levels of cover vary.

¥ You are responsible for all charges not
covered by your policy, including
personal expenses and any shortfalls.

¥ Your consultant or GP may be required
to complete a form which you must
obtain from your insurance company.

¥ We will provide you with a copy of any
bill sent to your insurance company for
information, and a separate invoice for
items not covered under your policy.

SPONSORING BODY

¥ If an organisation other than an
insurance company is paying for your
treatment, we will require a letter of
guarantee prior to your admission.

¥ You are responsible for any charges
not settled by your sponsors.

MEDICAL FEES

¥ Consultants are self employed and
their fees are not normally included in
the Hospital® bill.

¥ Fees are normally covered by insurance
policies.

¥ If you have any concerns about
medical fees, please contact your
Consultant.

EXPLANATION

¥ Should you require any explanation of
our charging structure, please contact
the Inpatient Account Manager on
020 7806 4055.
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how to

The nearest underground station is St.
John® Wood which is on the Jubilee
Line and approximately two minutes
walk from the Hospital

Local bus routes: 113/ 13/ 82/ 46.

H = The Hospital of St. John and St. Elizabeth

The Hospital of St. John & St. Elizabeth
is registered under the National Care
Standards Commission. To receive a copy
of their latest report on this Hospital or a
copy of the Hospital® Statement of
Purpose, contact Matron@ office on

020 7806 4097.
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THE OBJECTIVES OF THE HOSPITAL

OF ST. JOHN & ST. ELIZABETH

1 Patients receive appropriate
corrective and suppor tive
treatment in an environment
where patient safety and choice
are of paramount importance.

2 The Hospital should achieve the
highest possible standards of
medical care measured in terms of
quality of staff, its facilities, its
equipment and its management.

3 The Hospital shall remain active in
the field of acute hospital care.

4 The Hospital shall develop the
concept of caring for the totality
of its patients in their physical,
spiritual and emotional needs,
such care shall extend to all
members of staff.

ASSISTING US TO IMPROVE OUR
SERVICES

We value feedback from patients
which helps us to improve the
quality of care and services we
provide.

To help us with this process we
would ask you to complete and
return a questionnaire that will be
placed in your hospital room
through which you can bring any
concerns to our attention.
Alternatively you can contact us by
telephone on 020 7806 4089, via our
email: info@hje.org.uk or our

web site: www .hje.org.uk.



Hospital of St. John & St. Elizabeth
60 Grove End Road

London

NW8 9NH

Telephone: 020 7806 4000

Fax: 020 7806 4001

Email: info@hje.org.uk

www .hje.org.uk
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