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WELCOME

Thank you for choosing The Portland Hospital for Women and Children.

Our team of expert consultants are supported by a specialist multidisciplinary team of healthcare
professionals including resident specialty doctors, clinical nurse specialists, midwives, paediatric nurses,
therapists, dietitians, play specialists and pharmacists - to name just a few.

Having had my grandchildren treated at The Portland, | am proud to lead an institution with such
breadth and depth of expertise - you and your family are in the safest of hands.

Our clinical staff are committed to providing the highest quality healthcare possible supported by a
much wider team who are here to ensure you and your family are as comfortable as possible while
benefiting from truly world-class medicine.

The information contained within this brochure will provide you with some key information that may
be useful during your stay, including what you can expect as a matter of routine from our clinical teams.

If you or your relatives and carers have any questions, or if you need anything during your stay, please
ask a member of our team who will be happy to assist.

| regularly walk around the hospital to meet our international patients and their families, and look
forward to speaking with you soon.

With best wishes.

Jane Whitney-Smith,
Chief Executive Officer
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OUR WORLD HAS CHANGED.

WE HAVE TOO.

In the face of extraordinary challenge, healthcare has been transformed, but our dedication to safe, high quality care has remained the same.

When you visit us, you will notice we have put new measures in place to support this.

From extra infection prevention measures, to the layout of our hospitals with social distancing in mind, everything we do has been reviewed

to make sure we are providing the safest places for your care.

These measures are guided by both national and international best practice. You can find out more about some of our safety measures here:

Virtual consultations

Remote consultations by phone or video
are available for both primary (GP) and
secondary (Consultant) care on secure
platforms. You can book the latter through
each consultant’s medical secretary.

O  Coronavirus screening

ﬂ@ We screen all patients, visitors and staff
for COVID-19 on arrival. The screening
process involves you answering a set of
verbal questions, and we also check
your temperature.

Q  COVID-19 testing

UQ Appropriate COVID-19 testing has been
made available to all of our clinical staff
and support workers. The continuous
testing that our staff undergo allows us to
better understand and manage any cases
of COVID-19 in our hospitals and clinics.

<Do

Self-isolation

If you are visiting us for an invasive diagnostic
test or being admitted for a procedure, you
will be required to self-isolate for 7 or 14 days
respectively. Up to four days before coming
to hospital you will have a combined nose
and throat swab to test for COVID-19 -
either by drive through or in person.

Social distancing in our hospitals,
centres and clinics

To minimise contact between patients,
outpatient appointments will be staggered,
and patients should not attend more than
15 minutes before their appointment. Please
stay safe by following the on-site guidance

and staying two metres apart.

Meticulous environments

All  disinfection measures have been
enhanced, including increasing the number

of hand sanitiser stations.

Limiting companions and visitors

We ask you to attend your appointment
or admission alone. In exceptional
circumstances, such as a parent or guardian
visiting children or birthing partner

accompanying a maternity patient.

Masks

We are asking all patients, visitors and staff
to wear a mask when in our hospitals and
clinics. We will be providing these on entry.

Hand sanitising

You'll find hand sanitisers throughout our
hospitals and clinics. Please use these
handwashing zones regularly to wash your

hands thoroughly for at least 20 seconds.

YOUR
SAFETY
COMES
FIRST
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IMPORTANT CONTACT NUMBERS

Switchboard (24 hours)
Room Service (24 hours)
Housekeeping (24 hours)
Reception (24 hours)
Duty Manager
International Team
Complex Care CNS
Pharmacy
Physiotherapy

Hearing and Balance
Billing Enquiries

Admissions

INTERNATIONAL FAMILY WELCOME PACK

enquiries.internationalservicesgroup@hcahealthcare.co.uk

dial 0

dial 16140

dial 10825

dial 16001

dial 020 7580 4400 ext 10875
dial 16348/19762/16035 (External 020 7390 6348)
dial 10900

dial 16121/020 7580 6123/6122
dial 16553

dial 16573

dial 16031

dial 16032

IMPORTANT CONTACT NUMBERS
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HCA HEALTHCARE UK
+44 (0)20 7616 4999

HCA HEALTHCARE UK
+44 (0)20 7616 4999
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ROOM AMENITIES,

AND HOUSEKEEPING

On admission, a member of our international

and/or Front of House team will always provide

an orientation of our patient rooms and provide

you with information surrounding meals, room

service and housekeeping. If you or your relatives

and carers have any questions, please ask a

member of our team who will be happy to assist.

B RoOM AMENITIES

All of our patient rooms have the following:

Telephone with direct dial facilities

Nurse call system

In-room entertainment including Arabic TV channels
Emergency call (bathroom)

An en-suite bathroom

Air conditioning and heating

Wi-Fi

A foldaway single bed; we actively encourage one
parent to stay with their child in hospital.

USING THE TELEPHONE

Incoming calls will be put directly through to your room
via our switchboard. If you don’t want to be disturbed,
you can call the switchboard on ‘0" and ask for these
calls to be barred.

To make external calls, please dial ‘9’ followed by the
number you wish to dial (including the international

dialling code where appropriate).

All outgoing calls from your room telephone are
chargeable.

Internet access:

To use the free Wi-Fi within the hospital, you will
need to select HCA guest network and agree to
the terms and conditions.

() USING THE NURSE
CALL SYSTEM

To call a nurse, press the orange button which can be
found on the hand-held remote. This is attached to the
wall at the head of the bed.

In an emergency press the orange button twice.

In the bathroom there are two red emergency cord pulls.

ROOM SERVICE

@ IN-ROOM ENTERTAINMENT

There are televisions in all patient rooms which offer
a large selection of television and radio channels,
including Arabic channels. If you have difficulty using
the television, please ask a nurse or a member of the

Front of House team.

In-house movies:

Movies can be accessed through the television
remote control. Please follow the instructions on

the screen after you have selected your channel.

Film rating guidance:

e U Universal, suitable for all

e PG Parental Guidance, some scenes
may be unsuitable for young children

e 12, suitable for persons 12 years or older
e 15, suitable for persons 15 years or older

e 18, suitable for persons 18 years or older
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I
@ MEALS AND ROOM SERVICE

Our catering service is available 24 hours a day, every
day and provides a high quality, flexible service to suit
your needs.

Our chefs offer an Arabic menu and we serve Halal food.
If you have specific dietary requirements, please contact
Room Service on extension 16140.

Each day you can choose a breakfast, lunch or three-
course dinner option, all served in the comfort of your
room. There is also a dedicated children’s menu. If you
have a request for dishes not shown on the menus,
please contact Room Service on extension 16140.

You can choose from the full room service menu from
6.30am until 9.00pm. After this time, there is an evening
and night menu available.

A parent or companion of a child staying with us at the
hospital will receive complimentary meals during the
child’s stay.

Water can be provided on request and replenished as
required by contacting Room Service on extension 16140.
There are chilled and filtered water dispensers in your

corridor.

A coolbox is provided in your room if you wish to
keep drinks cool. It is not suitable for storing food.

INTERNATIONAL FAMILY WELCOME PACK

% HOUSEKEEPING

Cleanliness and hygiene are extremely important to us.

All of our housekeeping assistants will ensure that your
room is cleaned to a high standard. Please speak to the
nursing staff if you have any concerns or queries with
regards to cleanliness. Occupied rooms are cleaned every
day between 8.00am and 1.30pm. Bins are emptied
during this time and again in the evening, where required.

Linen, blankets and towels are provided.

Please call Housekeeping or speak to a member of our
nursing team if you require additional linen, towels, or
require anything during your stay.

enquiries.internationalservicesgroup@hcahealthcare.co.uk

ROOM AMENITIES, ROOM SERVICE AND HOUSEKEEPING
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OTHER ROOM INFORMATION
Mail and deliveries

All cards, flowers, and gifts will be delivered to
your room by our Front of House staff.

Newspapers

The Times newspaper is complimentary on request
and is delivered to the patient rooms. We also
have Arabic newspapers available - please speak
to a member of the International Team if you
would like these.

Other newspapers can be arranged and these will
be charged to your account.

Valuables

We advise you not to bring valuables or large sums
of money with you to the hospital as we cannot
accept any liability for these, including items kept
in the room safes. Each room has a safe which we
encourage you to use at your own risk.

00
[ﬂﬁl Candles and incense

We are unable to allow candles, burners or incense
within the hospital buildings for safety reasons.
Our fire alarm systems are extremely sensitive and
are likely to be activated by such products.

Smoking

As you would expect, smoking and the use of all
electronic cigarettes is not permitted anywhere in
the hospital.

HCA HEALTHCARE UK
+44 (0)20 7616 4999
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ESSENTIAL INFORMATION

INTERNATIONAL OFFICE: FULL-SERVICE
ASSISTANCE FOR INTERNATIONAL PATIENTS

The Portland Hospital serves a large international patient community
who come to us for our world-class expertise. To assist our international
patients, we have a dedicated International Team who are available to
help with:

e |dentifying the type of medical care needed.
e Coordination of the admission process and arranging appointments as needed.

e Liaising with sponsoring healthcare offices/embassies to ensure they are updated
regularly regarding your medical care needs.

e Being responsive to any feedback/concerns you may have during your stay.
e Interpreting services for all aspects of your care.

e Transport arrangements, including airport pickup and ground or air ambulance
services to the hospital.

® Assistance with obtaining financial guarantees from relevant international health
offices, including advance estimates for fees and payments.

The Portland Hospital has a team of interpreters who can be contacted for face to
face interpreting relating to hospital matters. Please arrange an appointment via
the nursing team, where interpreter services are required. Advance notice wherever
possible will help the team in coordinating their diaries to ensure they are present.
Where advance notice is not possible, the team will endeavour to attend at the
earliest opportunity. The interpreters can also help with translating written
information when required.

MISSION STATEMENT AND VALUES:

Above all else, we are committed to the
care and improvement of human life.

In pursuit of our mission, we believe the following value
statements are essential and timeless:

We recognise and affirm the unique and intrinsic worth
of each individual.

We treat all those we serve with compassion
and kindness.

We act with absolute honesty, integrity
and fairness in the way we conduct our
business and the way we live our lives.

We trust our colleagues as valuable
members of our healthcare team
and pledge to treat one another
with loyalty, respect and dignity.

ledy Litage

Sl sy dylep Ggaytho (50 oo US U
Sl

Bl dy )90 AW @all O diiss ditage Bebowd) Lz §
0,8 USI &y 92ly By 4l deddil] USEig yus (oo
by 4815 aauss (o US me el

G ddyyhall § dilhe daliig Jusy Bilely Juss
Lol Ly Gt I Ay shalls Whesl Ly a5
Bleyll 32,8 § Onesd slasls Lde) & 38 oo
vazdl Laszy dlolzg wg=ty Wy devall

.&Al_/&]lg flj‘w}”g ;5’_9)[{

3900 Ologlze

sl soyal) Aol Buslus dous :Joul] uSh

Wslas Jol oo bl 05l ool audaal] (s2,b) (o S atzme Wiliygy diuss pisy
1§ Busluall pling paase J93 §258 W (gudol Lloye Suslud dcbletl 8y9aiid

AW ddall Dle ) o3 dyass e
Azl s asloll oy Jo )l diles BowS o

Ololasly 3l losd plasly Slaglabl lybos Gled) Olilaudl / Lol dmall L zo Jolgd] o
el Aol duall &l )

o8] 3T b 9555 W8 Bgline / Ollasde &Y diloadl o

dnley il maasd ozl Oloas o

bzl J) g3zl o gl Glaad)l Oladss slabl e JadI U3 & Lg JEI OL3S o

k) Oyl W3 § Lg cdlall OIS Aol doall CISL (o AU Sbleddl o Jpasd! § Susludl o

Wlegdully (’9-“’)“

o9 lgzs doz s Jsal) o JLad¥l oS ol sl opazikl o 3258 Widipey Lidiius & dzsy
Gkl sleil) Aoz doss bt o g el 3258 Gk 08 4898 i (o7 ikl y9al Blss
LSan Gruckl Hleill 3555 Y ois elze 023529 Olod) pangy B § Groa)l dsluoss D oSl LIS
ool wie gl Ologlabl dozy3 § Suslukl geaiiall (56 doys )3T § ponl) G2,all (e

INTERNATIONAL FAMILY WELCOME PACK ESSENTIAL INFORMATION HCA HEALTHCARE UK HCA HEALTHCARE UK dy9 0 Ologlza
enquiries.internationalservicesgroup@hcahealthcare.co.uk 14 +44 (0)20 7616 4999 +44 (0)20 7616 4999 B

Ysall 8L uo i BL

enquiries.internationalservicesgroup@hcahealthcare.co.uk




:: FIRE ALARM:

On hearing the alarm:

Please stay in your room, or return to it and await
instructions from the nursing staff.

® Do not use the telephone or nurse call system to
enquire about the alarm.

® When the fire alarm sounds, nursing staff will
remain in the building to ensure patients’ safety

and to check that all doors and windows are shut.

e On no account should the lifts be used until the

all clear is given.

e All visitors will be asked to evacuate immediately.

If you discover a fire:

Raise the alarm, either via a nurse call system in
your room or by activating the call point by the
nearest fire exit.

Please note:

The fire exits are located at the front and rear of
each floor and are well signposted.

The fire doors in the corridors are on the magnetic
holders and will close automatically when the
alarm sounds.

The building is designed with fire compartments
to help reduce the spread of fire and smoke. This
allows time to move patients to safe areas.

The fire brigade is called immediately when the
alarm sounds.

Should evacuation be necessary, the fire brigade
officers and hospital staff will conduct this.

:::7| WEEKLY FIRE TEST

A weekly fire alarm test is carried out every Tuesday morning at 11.00am.
The test sequence will ring intermittently for a short period.

INTERNATIONAL FAMILY WELCOME PACK

enquiries.internationalservicesgroup@hcahealthcare.co.uk
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VISITORS AND
SECURITY PASSES

All visitors and parents need to collect a security pass
at the main reception. For security reasons, these will
need to be updated on a regular basis.

Our aim is to provide a calm and restful environment

for our patients. With this in mind, we request that
visitors be respectful of other patients and keep noise

to a minimum. We offer visiting flexibility, where possible,
and do not restrict visiting hours, however, please liaise
with your nurse/midwife each day to determine the best
times for your own visits. If you have children visiting,
please make sure that they are supervised by an adult

at all times. Children who are visiting you are your
responsibility.

FILMING, RECORDING
AND PHOTOGRAPHY

The Portland's first priority is its patients and it must
maintain its absolute duty of care. Filming, recording,
and photography can be disruptive to the normal
working of our facilities, patients, and colleagues and

we must continue to observe and maintain patient
confidentiality in line with ‘Data Protection Laws".

We politely ask that:
e Mobile telephones only be used in your room.

® Photographs, filming and/or recordings are not taken
without prior written consent.

HCA HEALTHCARE UK
+44 (0)20 7616 4999
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PATIENT FEEDBACK ’\;;:b

The Portland Hospital takes your opinions and feedback seriously. We aim
to fulfil our statutory and regulatory obligations to the highest possible
standards at all times and are continuously striving to improve the service
we provide to our patients.

We value all patient feedback as this helps us to improve our services. You can give your
positive or constructive feedback to us by completing the patient feedback form or by
speaking to the sister or department manager. All patient feedback is reviewed by the
Senior Management Team and any commendations or issues raised will be shared with

our team and addressed as appropriate.

If you have had a positive experience, please let our team know and do share your
thoughts on social media. Feedback can be sent directly to:
TPHfeedback@hcahealthcare.co.uk or submitted via our patient feedback forms.

IF WE HAVE FALLEN SHORT OF YOUR EXPECTATIONS

We always endeavour to resolve concerns or complaints before patients are discharged,
so please let us know if there is anything you are unhappy about as soon as possible.
The relevant manager will visit you in your room and will try to personally resolve the
issue immediately.

Should you wish to make a written complaint, please write to the Chief Executive
Officer. Your complaint will be acknowledged within three working days of its receipt
and we will write to you with the outcome within 20 working days or sooner. If a full
response cannot be given at this point, you will receive a letter explaining the reason

for the delay.

Face-to-face resolution is always preferred, however, if you wish to progress with
a written complaint, please ask a member of our team for the leaflet, ‘Making a

complaint and comments - a guide for patients’ for further information and guidance.
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INFORMATION REGARDING

YOUR CHILD'S

A MULTIDISCIPLINARY 99
APPROACH &/

We have a team of over 300 healthcare professionals
including specialist children’s nurses, play specialists,
audiologists, physiotherapists, psychologists, dietitians,
occupational therapists, speech therapists, pharmacists
and radiographers to help with your child’s diagnosis and
treatment. The multidisciplinary team will work together
with your child’s team of consultants to ensure they

receive individualised care.

CLINICAL CARE

CONSENT @

Before any procedure, your consultant will assess you or
your child as appropriate and discuss in detail the risks
and benefits of the procedure. It is important that you
fully understand this information in order to provide
‘informed consent’. If you have any questions about
any aspects of your clinical care, please speak with
your consultant.

In England, by law parents are the legal guardians for
their children and therefore the only individuals who can
make decisions concerning the care of their child and
give consent for a procedure.

If it is necessary for both parents to leave the country
while their child is an inpatient at The Portland, it is
required that a legal document be drawn up which
names a Power of Attorney (someone that you legally
delegate responsibility to, often a family member). It is
essential that this document is in place prior to arranging
travel. Please contact the International Office for help
with this.

CONSULTANTS iEé

Consultants who practise at The Portland Hospital are
required to have successfully completed a comprehensive
application process, where their qualifications are peer-
reviewed by The Portland Hospital’s Medical Advisory
Committee before practising privileges are granted.

All consultants are registered with the General Medical
Council and have professional indemnity insurance.

While The Portland Hospital has resident specialty
doctors (RMOs) on site 24 hours a day, consultants
are required to ensure appropriate care (including
arrangements for cover if they are away) is provided
to their patients at all times.

Your child will always be admitted under a leading
consultant, usually a general paediatrician, who is
responsible for the plan of care and liaises with other
specialty consultants if required. The lead consultant
will usually see your child at least three times per week
(or more if they become acutely unwell) alongside other
specialist consultants. The times of the consultant

ward rounds are variable, as many of them also have
commitments in the public healthcare sector.

If you have any questions about any aspects of your
clinical care, please speak with your consultant.

Please note that in most instances, the consultant will
invoice for his or her professional services separately to
the hospital and therefore separate letters of guarantee
are required where an Embassy or other payor is
financially responsible for your child’s care.
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RESIDENT MEDICAL %j
OFFICERS (RMOs)

Patient safety is always our main concern. We have
resident medical officers (RMOs) for obstetrics and
gynaecology, paediatrics, paediatric intensive care, and
neonatal intensive care alongside resident consultant
anaesthetists to support our maternity service.

Our staff are highly experienced, appropriately trained,
and have access to the appropriate equipment required in
an emergency relating to the care of any of our patients.

The hospital has an Enhanced (Maternal) Critical Care
Unit, Paediatric Intensive Care Unit (PICU), and a
Neonatal Intensive Care Unit on site.

Our resident medical officers conduct ward rounds
on a daily basis.

INTERNATIONAL FAMILY WELCOME PACK

enquiries.internationalservicesgroup@hcahealthcare.co.uk

NURSING AND
MIDWIFERY STAFF

All nurses and midwives at The Portland Hospital are
registered with the Nursing and Midwifery Council.

We will always ensure a high ratio of nursing staff

per patient, with an average of three or four patients
to a single nurse/midwife. This ratio can be decreased
or increased according to clinical need and is increased
to one-to-one nursing on our Paediatric Intensive Care
Unit and Neonatal Intensive Care Unit.

Each floor has a ward sister or experienced staff nurse/
midwife on duty at all times, who is responsible for the
management and supervision of the nursing/midwifery
team. During each shift, a dedicated nurse will be
allocated to the care of you or your family member
who may be supported by other members of the

INFORMATION REGARDING YOUR CHILD’S CLINICAL CARE
22

team, including healthcare assistants. Wherever possible,
we try to provide a consistent approach and will allocate
the same member of our nursing/midwifery team to you.

Handover occurs at 8.00am and 8.00pm each day.

If you would like to discuss any aspect of your nursing
care, please do not hesitate to speak to the ward sister,
Complex Care CNS or department manager.

We also have a paediatric site practitioner and duty
manager on site 24 hours a day should you have any
concerns which you wish to escalate out of normal
working hours, both of whom can be reached by dialling
‘0" and speaking to switchboard.

The nursing team is overseen by our Chief Nursing
Officer.

THERAPY, ALLIED HEALTHCARE
PROFESSIONALS AND OUR
MULTIDISCIPLINARY TEAM @

The Portland has a multidisciplinary team of
allied healthcare professionals including specialist
physiotherapists, occupational health therapists,
speech and language therapists, pharmacists,
dietitians, healthcare assistants and play
specialists, to name a few. The team work in
close collaboration with our consultants, resident
medical officers, and nursing team to ensure the
highest level of care possible is delivered. Please
speak with a member of the nursing team if you
have any questions for any member of our wide-
ranging and highly specialised clinical team.

HCA HEALTHCARE UK

+44 (0)20 7616 4999
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During your child’s stay, they will be assessed by
relevant members of the therapy team who will then
make recommendations for their ongoing programme.

THERAPIES

The therapy team includes:

Dietitians

Music therapists
Neuropsychologists
Occupational therapists
Physiotherapists

Play specialists

Speech and language therapists

Therapy assistants

The therapy team works closely alongside all other
members of the multidisciplinary team to ensure your
child receives the individualised care they need to reach
their full potential.

Please note that a fundamental element in any
rehabilitation programme is regular team and goal
setting meetings. Therefore, there will be times when
your team members will need to carry out a review; we
will endeavour to include you in this process whenever
appropriate. Please be aware that on the days of the
goal planning meetings and case conferences, your
child’s therapy programme may be altered.

You as parents are integral to your child’s continued
progress after their stay here so it is essential that you

(&) PHARMACY AND MEDICATION

are an active participant in the programme. There are
also times where it is necessary for the team to see
your child on their own. The therapy team will discuss
and coordinate this with you.

Your child is entitled to access education whilst in
hospital; our onsite teachers will provide this. It is useful
for us to have links with your home school, if possible, so
that we provide an appropriate level of teaching. We will

assess children in core subjects when they arrive.

We will do our best to ensure that the same members of
staff are with you throughout your child’s stay. However,
sometimes due to holiday or sickness, staff members

may vary.

The pharmacy department is open Monday-Friday from 8.30am-7.00pm and Saturday from 9.00am-1.00pm.

The department is closed on Sundays and Bank Holidays.
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The team is made up of specialist pharmacists and
pharmacy technicians who provide a high standard of
patient-focused pharmaceutical care, centred on the
dispensing and supply of medicines, advising other
healthcare practitioners and patients on safe and
secure medicine management and actively promoting
a medicines safety culture.

During your child’s inpatient stay, a pharmacist
will visit the inpatient wards most weekdays and
will review the medicines which have been prescribed

for your child. The pharmacist will advise on any
medicines which you bring into the hospital as it
may not always be possible for our nurses to use this
medicine. In this case, we will administer medication

from the hospital supplies.

The pharmacists are available to counsel on medications
with which your child will be discharged home. If you ever
have any questions regarding your child’s medication,
please don't hesitate to speak with a member of the
Pharmacy Team or your child’s consultant.
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INFECTION CONTROL

Infections acquired in UK hospitals have attracted
a great deal of public concern in recent years.
Infections such as MRSA and Clostridium difficile
(C.diff) have become commonplace in some
hospitals and other care settings.

At The Portland Hospital, we implement a

very strict nursing regime with an infection
control team of clinical nurse specialists and
clinical microbiologists, as well as a thorough
environmental cleaning procedure to minimise the
risk of infection. As a result, our infection rates are
extremely low and below the national average.

A significant factor in our success is that we are
able to offer single rooms with en-suite bathroom
facilities. We also have high nurse to patient
staffing ratios, allowing more time to be allocated

to maintaining quality hygiene and care standards.

Our room procedures, between the discharge of
one patient and the admission of another, are also
extremely thorough and rigorously monitored.

MRSA SCREENING

All patients admitted to The Portland Hospital,
including day cases but not outpatients, are
screened for Methicillin Resistant Staphylococcus
Aureus (MRSA). The spread of MRSA is prevented
by careful hand hygiene.

p;

A percentage of the population carry MRSA

on their skin where it causes no harm. If, on
admission, a patient is found to be a carrier of
MRSA, precautions are put in place to prevent the
spread of the infection. In certain circumstances,
an operative procedure may be deferred until
treatment for MRSA has been administered.

HAND HYGIENE

Our clinical staff do not wear wristwatches or
jewellery, apart from a single plain band, while on
duty, so that they can clean their hands properly.
In addition, all staff should clean their hands with
hand cleansing gel or soap and water before

and after examining patients or performing any

invasive procedures.

It is also important that you and your visitors help
us to maintain our low infection rates. Your hygiene
is just as important in hospital as it is at home, so
we ask you to be aware of hand hygiene and wash
your hands and use the hand gel when necessary
eg after changing a baby’s nappy. There are hand
cleansing gel dispensers both inside and outside

all rooms. Your visitors are encouraged to use these
to clean their hands when entering or leaving

your room.

Please advise potential visitors
not to visit you if they are unwell.
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GOVERNANCE, QUALITY
AND RISK MANAGEMENT

‘Governance’ is the term we use to describe

the systems and processes we use to ensure

all our services are safe, high quality and meet
our patients’ needs. We take governance very
seriously and we actively promote an open
culture of reporting and shared learning. We do
this to continuously drive quality improvement
across the hospital and to make changes when
things go wrong.

Governance is everyone’s business in the hospital, from
our leaders and managers to clinical and administrative
staff. We have a dedicated team of governance, quality
and risk professionals and a structure of committees
for our staff to routinely meet and discuss our quality
performance, feedback and complaints, new clinical
guidelines and policies, risks and other relevant
governance issues and concerns. Information from our
committees is escalated to senior leaders so there is
‘ward to board’ oversight of what is happening across
the hospital.

Like all hospitals in England and Wales, we are regulated
by the Care and Quality Commission, the independent
regulator of health and social care, to ensure we comply
with all relevant health regulations and legislation.

We routinely monitor our compliance with peer review
inspection visits and unannounced checks.

We have a comprehensive programme of clinical
audit across our services, which report on a planned
and regular basis. Staff are held to account for their
audit outcomes and we use action plans to drive
improvements. Where possible, we also contribute
to national audits by sharing our outcome data with

national programmes such as:

e Mothers and Babies: Reducing risk through Audit and
Confidential Enquiries across the UK (MBRRACE-UK)

e Paediatric Intensive Care Audit Network (PICANet)

e Association of Perioperative Practice (AfPP)

We value feedback from our patients, their
family members, our staff and stakeholders,
and we use all feedback to improve our services.
There is a dedicated feedback email address,
which is checked daily:
TPHfeedback@hcahealthcare.co.uk

For any governance related questions or
comments, please contact:
governancetphthsc@hcahealthcare.co.uk
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Our group

The Harley Street Clinic

The Lister Hospital

London Bridge Hospital

The Portland Hospital

The Princess Grace Hospital

The Wellington Hospital

The Christie Private Care

GP Services

HCA UK at University College Hospital
HCA UK at The Wilmslow Hospital

Leaders in Oncology Care

Connect with us
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+44 (0)20 7616 4999
enquiries.internationalservicesgroup@hcahealthcare.co.uk
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