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Welcome from the Chief Nurse

Inclusion, diversity and equality

Coming into hospital can be a worrying and
unsettling time, so I hope the information in this
patient, carer and visitor bedside guide will be of
help to you.

We are committed to promoting an environment
that values diversity. Staff are responsible for
ensuring that all patients and their carers are
treated equally and fairly, and not discriminated
against on the grounds of age, disability, gender,
sexuality, race, religion or any other unjustifiable
reason.

This guide has been designed to provide you with
support, advice and general information about
our hospitals and services.
Tracey Carter
Chief Nurse
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We want your stay to be as pleasant as possible
for you, your carers, family and friends. If you
have any questions regarding any aspect of your
hospital admission or care, then please ask a
member of staff.
We’re proud of our trust and our staff who live our
core values of Commitment, Care, and Quality to
provide you with the very best care possible.
We are working hard across our hospitals to make
it easier for you to access and use our services.
We’d welcome feedback from you during or after
your stay on any aspects we can improve upon
or that we did well – please see the How to give
Feedback section of this folder to find out how.

Rainbow badges
During your stay with us, you may notice some
of our staff wearing a rainbow-coloured NHS
badge. The Rainbow Badge initiative originated at
Evelina London Children’s Hospital to promote a
message of inclusion, and gives our staff a way
to show that we offer open, non-judgemental
and inclusive care for patients and their families,
who identify as LGBT+ (Lesbian, gay, bisexual,
transgender and the + simply means that we are
inclusive of all identities, regardless of how people
define themselves).

It’s important for us to listen to and involve
patients, carers and the public from different
backgrounds, so we can continue to develop and
deliver our vision of ‘the very best care for every
patient, every day’.
We wish to thank the advertisers and sponsors, without whom this
publication would not have been possible.
However, the Trust does not endorse any of the products or
services they provide.
2

3

West Hertfordshire Hospitals NHS Trust – Bedside Folder

Arriving in hospital

Staff looking after you

What you need from home
To make sure you’re comfortable during your
stay in hospital, please bring personal items in
with you. Remember to bring some comfortable
clothes, a dressing gown, a nightie or pyjamas, a
pair of comfortable shoes, slippers (with non-slip
soles), any prescribed medicines including creams
and over the counter homeopathic remedies and
toiletries. If you are bringing in medication in a
dosset box, the patient’s name should be marked
clearly on the box. If you have arrived without
personal items, please ask a friend, relative or
carer to bring them in for you.

During your stay, you will be allocated a named
nurse who will be caring for you while you are
on the ward. After a shift change, you’ll be
introduced to your new named nurse.

Patient involvement
Every day spent in hospital is a precious day away
from your home. We need you, our patients, to
have a louder voice and have a greater involvement
in your care. Therefore, make sure you know the
answers to the following questions, and if not ask
a member of staff.
• Do I know what is wrong with me or what
tests are being done?
• What is going to happen (now, later today,
tomorrow) to get me sorted?
• When should I expect to go home?
• What do I need to do to go home?
• Am I able to wear my own pyjamas or
clothes?
• How many times should I get up if I can
and walk around?
4
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When doctors and nurses are on their ward
rounds, usually in the mornings, they will plan your
treatment. We invite you to share your opinions,
discuss your treatment and ask questions during
these rounds.
All hospital staff are required to wear a photo
ID card that shows their name, position and
department. Please feel free to challenge our
staff or ask them who they are if you are unsure
of their identity.
Hello, my name is…
Nurses and other frontline NHS staff are
encouraged to introduce themselves by name as
part of a nationwide campaign launched by the
late Dr Kate Granger on Twitter.
The ‘#HelloMyNameIs’ campaign began after
she became frustrated with the number of staff
who failed to introduce themselves to her when
she was an inpatient with post-operative sepsis.
The simple words of ‘Hello, my name is…’ can
change the whole atmosphere of a conversation.
It’s a very small, yet extremely powerful way of
breaking down the barriers between hospital
staff and patients, relatives and carers, who may
be feeling vulnerable.
Please do not hesitate to ask the member of staff
looking after you to tell you their name during
your stay.
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Staff uniforms...

Staff you are likely to meet during your visit to the ward
Healthcare Care Assistant
(HCA)

Specialist Healthcare
Assistant (SHA)

Sky blue / white trim tunic or
dress, navy trouers.

Sky blue / red trim tunic or
dress, navy trousers.

A HCA works under the
supervision of the Sister/Charge
Nurse or Staff Nurse and helps
with your personal care.

A SHA helps to support
Specialist Nurses and patients
with specific conditions.

Navy blue / red trim tunic or
dress, navy trousers.
A Specialist Nurse has specialist
knowledge in an area of
nursing and supports people
with specific conditions.

Divisional Heads of
Nursing and Midwifery

Assistant Practitioner

Nursing Associates

Sky blue / navy trim tunic or
dress, navy trousers.

Stripe tunic with white piping.
Male tunic example shown.
Nursing
Associates
are
registered practitioners, who
support the Registered Nurses
in delivering patient care.
Nursing Associates should be
between Assistant Practitioners
and Registered Nurses.

Assistant Practitioner performs
the same duties as a HCA and
will have undertaken further
courses and training.

Specialist Nurse

Black top tunic - smart tunic
with two trims to collar and
cuffs and action back pleats.
• Chief Nurse
• Deputy Chief Nurse
• Associate Chief Nurse
• Heads of Nursing and
Midwifery

Ward Clerks
Staff Nurses
Metro blue / white trim tunic or
dress, navy trousers.
A registered nurse who looks
after you during your stay in
hospital.

Senior Sister Charge Nurse
Navy blue white trim tunic or
dress, navy trousers.
A registered nurse who works
on the ward or department and
has overall responsibility for
managing it.
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Junior Sister Charge Nurse
Royal blue / white trim tunic or
dress, navy trousers.
A registered nurse who works
on the ward or department and
supports the Senior Sister in
running the ward.

Matron
Red / navy trim tunic or dress.
navy trousers.
A Senior Nurse who is
responsible for the coordination
of the quality of care across a
group of wards.

Blue teal or pink top.
The Ward Clerk is responsible
for greeting and welcoming you
to the ward or department and
managing administrative duties.

Corporate and
Lead Nurse
Charcoal pinstripe / white trim
tunic or dress, black trousers.
• Lead Nurses
• Corporate Nursing
• Consultant Nurse and
Midwives

Housekeeper
Lilac / white trim tunic or dress,
navy trousers.
A housekeeper assists with your
care and contributes to housekeeping and administrative
duties.

Physiotherapist

White tunic, navy trim on sleeve
and collar or white polo shirt,
navy trousers.

Occupational Therapist

White tunic, green trim on sleeve
and collar or white polo shirt,
green trousers.
The therapists monitor mobility
progression and help plan your
discharge.

Phlebotomist

Smart Scrubs

White tunic or dress, navy
trousers.

You may see some staff wearing
smart scrubs, the scrubs
correspond exactly with the
staff tunics, for example: Staff
Nurses will wear a metro blue /
white trim scrub top.

The Phlebotomist is responsible
for the taking of blood samples.
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On the ward
Other staff you may see on the ward
Student Nurses from the University of Hertfordshire wear a blue
tunic with dark blue piping with navy trousers. The University of
Hertfordshire name is embroidered on their tunic. Trainee nursing
associates wear a white tunic with orange piping. Once qualified,
they wear a green and white pinstripe top.
Radiographers wear a white tunic with burgundy piping and black
trousers.
Domestic Assistant: Male and female staff wear a purple polo top
and navy trousers. Domestic supervisors wear white shirt and black
trousers.
Porters wear light blue shirts with navy trousers.
Doctors and Consultants wear their own clothes, as do the
following staff:
• Social workers
• Pharmacists
• Dieticians
• RAID team

The trust can provide the following for carers:
• Reduced car parking fees
• Discount on food and drinks
• Discount retail deals across Hertfordshire
(requires a carers passport)
Please speak to a member of ward staff for advice
and support on obtaining any of the above.

Occupational Therapy Assistant: Bottle green tunic or polo shirt
and bottle green trousers.

Drugs, medicines and pain relief
Staff give out medication at regular intervals,
usually before meal times and last thing at night.
Please ask if you feel you need other medication
between drug rounds. In the interest of safety,
please do not interrupt the nurses during drug
rounds unless it is an emergency.

Male staff wear a tunic the same colour as the female staff
depending on post.

Please give the nurse any medicines or tablets that
you are taking.

Physiotherapy Assistant: Sky blue tunic with navy trim and blue
trousers.

Volunteers: Cyan (light blue) polo shirts
The nurse in charge of the ward wears a badge saying ‘Nurse in
charge’ and every member of staff should be wearing a name badge.
If we haven’t introduced ourselves, saying ‘Hello my name is...’
please ask us who we are and what we do.
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Carers
Carers play a vital role in regard to the health
and wellbeing of those they care for. The trust is
committed to ensuring a partnership approach
with carers, recognising and taking into account
their expertise and understanding of the patients’
needs when planning patient care, treatment and
discharge.

Pain-relieving treatments are readily available.
Some are given at mealtimes, others only when
asked for. Please speak up if you are not getting
enough treatment for pain, so that the prescription
can be improved.

9
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Fire procedures
When you hear a fire alarm, follow the instructions
from staff and please do not panic! Our staff are
trained in fire and evacuation procedures. You will
be told if it is a test. Please do not leave the ward
without informing a member of the nursing staff.
Flowers
To ensure the health and safety of all of our
patients, we don’t allow flowers or plants on our
wards.
Guide and assistance dogs
Guide dogs and assistance dogs may accompany
visitors but please check with staff before entering
the ward.
Infection control
During your stay in hospital, good hand hygiene
from staff, patients, carers and visitors is actively
encouraged. It’s important the hygienic hand rub,
situated by the ward entrance, is used by everyone
before entering and when leaving the ward.
Wash your hands after using the toilet and hand
wipes are supplied so hands can be cleaned before
and after each meal. Hand wipes will be placed on
your meal time tray. Please feel free to ask staff if
their hands are clean if you have not seen them
wash or gel their hands before caring for you.
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Food and drink
During your stay in hospital, we will provide you
with three meals and two snacks each day. You can
choose from a menu showing the day’s options.
Please advise the ward staff as soon as possible, of
any particular dietary or cultural requirements you
may have.
There are special diet options on the menu
including diabetic, soft puree, higher energy,
higher protein and healthy eating choices. We can
also provide for Kosher, Halal, African-Caribbean,
vegan and vegetarian diets. There are also ‘free
from’ options available, such as gluten free and
allergen free menus.
If you are hungry or if you miss a meal, please let
a member of the nursing staff know as food is
available 24 hours a day.
We operate protected meal times to allow our
patients to enjoy their meals in comfort. The ward
staff will advise you on the protected times, as
these may vary across wards and hospital sites.
Please encourage your visitors to avoid visiting at
these times, unless they are helping you with your
meal.
Family and friends are also welcome to bring in
extra snacks. Ask one of the nurses what snacks
would be appropriate. Please note we are unable
to reheat food brought in by relatives.
Hot and cold drinks are served throughout the day.
You will also have a jug of water refilled twice a
day. Please ask a member of staff for details.

10
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Mobile phones
Mobile phones are allowed on the ward, but we
ask that you keep them on silent and be careful
not to disturb others.

Property and valuables
Please do not bring in or keep with you large
amounts of cash or jewellery. The trust cannot
accept responsibility for any loss or damage while
you are in our care.

Photographs and filming
Unauthorised photography, filming or recording is
not permitted on hospital premises at any time.
Do not take any pictures, videos or recordings
of staff or other people unless you have their
personal consent. Everyone has a legal right
to confidentiality, privacy and dignity and it’s
unlawful to do this without their knowledge.

Whilst we encourage you not to bring in valuables
to hospital, we appreciate that many of our
patients may wish to have their mobile phones,
tablets or laptops with them. Should you need to
bring valuables into the hospital with you, please
make the ward manager, sister or charge nurse
aware, as all property must be listed in the
patients’ property book. You will be asked to
sign your items in and will be provided with a
copy for your records.

Please also be mindful of other patients who
may, for example, be in the background of a
photograph of someone you’re visiting.

Any valuable items you wish to hand over to the
hospital for safe keeping will be taken to the
Patient Affairs office and will be deposited for
safekeeping. Nursing staff will ensure that they
are handed back to you before your discharge
from the hospital.

Media and other visitors must not take photographs
in our hospitals at all without permission from the
Communications department. This is to protect
the confidentiality of our patients and staff and
to ensure patient information is not recorded
without their consent. You can contact the
Communications department on 01923 436280
or westherts.communications@nhs.net.
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Radio
The Pulse Hospital Radio is run by volunteers
and broadcasts from Watford General 24
hours a day. You can listen live at any of
our sites (and at home!) via the website
www.thepulsehr.co.uk, on the free TuneIn app or
ask your smart speaker to play The Pulse Hospital
Radio.
The Pulse playlist features a wide variety of music
and the presenters are warm, friendly and funny,
often including fascinating guests, with phone-ins
and request shows too.
For the most up to date programme guide, visit
the website www.thepulsehr.co.uk. You can also
follow on social media - search for The Pulse HR.
The Pulse would love to hear from you and play
your requests! Get in touch by calling 01923 217
261 or emailing Studio@westhertsradio.com
Sleep
It can sometimes be difficult to sleep well in
hospital when patients are being treated 24 hours
a day. Ward staff make every effort to keep noise
to a minimum at night. If you have any problems,
please speak to one of the nurses who can offer
you ear plugs or sleeping tablets to help.
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Smoking
The trust operates a strict no smoking policy
- smoking is not allowed anywhere on our
sites. If you are finding it difficult not to smoke
during your stay, please speak to a member of
staff who will be able to provide you with support,
such as nicotine patches.
Patients and visitors are permitted to use
e-cigarettes and vapes as an alternative to smoking
in the hospital grounds but not inside buildings
or near entrances, exits, windows or areas where
patients or staff congregate. Please be considerate
of others when using these devices.
Telephone
There is a telephone on every ward that patients
can use.
Visiting times
Visiting times can vary across the trust. Most
wards will have a rest period when we ask visitors
not to visit and these times will be displayed on
the ward entrance doors. Details of visiting times
can be found on the ward or by asking a member
of the nursing staff.
Only two visitors are allowed per patient. Please
do not sit on the beds as chairs are available.
Please keep to visiting times, unless previously
arranged with the Nurse in Charge. Small children
may visit, but please obtain permission from the
Nurse in Charge before you arrive.
WiFi
To use the free hospital WiFi, select ‘WHHTGUEST’.
Once connected, read the terms and conditions and
click ‘Accept’ to start browsing.
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Preventing deconditioning whilst in hospital

Preventing falls in a hospital setting

Staying in bed for too long, not getting up and
about and not trying to do as much as you can
for yourself can mean that you struggle to get
back to your normal life when you leave hospital.
Research shows that bed rest is not a good way to
recover from many illnesses or injuries and can in
fact increase recovery times. These risks are higher
in older patients, as those over 80 can lose up to
10% of their muscle mass after just 10 days of
staying in bed. This equates to the muscles ageing
by about 10 years and we call this deconditioning.

People admitted to hospital are at risk of falling
due to effects of illness or treatment.

Some of the benefits of staying active in hospital
include improved breathing, more able to fight
infection, larger appetite, better sleep and
improved mood, less muscle weakness and
general fatigue, less dizziness and confusion and
reduced risk of falls and pressure sores.
How to stay active in hospital:
Get Up - Sit out of bed for meals and when you
have visitors.
Get Dressed - Bring in your own clothes and shoes
to wear during the day, as you would at home.
Get Moving - If you are able to walk to the toilet
or around the ward then do so! Try and walk at
least every hour. When sitting, move your arms
and legs regularly.

Falls can lead to a longer stay in hospital and on
occasions can result in serious injury. Patients,
carers and visitors are encouraged to advise staff
of any fragility or mobility problems that the
patient may have.
To help reduce the likelihood of falling please:
• Discuss any concerns about falls with the
nursing team.
• Bring in footwear that is in good condition,
well-fitted and has a non-slip sole.
• Avoid wearing flip flops and open back
footwear.
• Wait for the staff to attend to you, if you
have activated your call bell and need
assistance.
• Take time to read the falls prevention
leaflet available on the ward.
Being in hospital does not mean we can completely
prevent falls, but we are dedicated to reducing
the number of patient falls and minimising any
injury that may occur as a result.

We are committed to helping our patients to
remain as active and independent as possible
during their stay in our hospitals – “Get up, get
dressed, get moving!”

16
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Preventing pressure ulcers in a hospital
setting

Preventing hospital acquired
blood clots

The risk of developing a pressure ulcer increases
whilst you are in hospital. Any person can be at
risk; however some people are at higher risk than
others.

Whilst you are in hospital your risk of developing
a blood clot increases. There are many reasons for
this, including reduced mobility, dehydration and
surgery.

A pressure ulcer risk assessment will be carried out
with you within six hours of your admission. This
will be used to identify the risk of you developing
a pressure ulcer. If it’s felt you may be at risk, plans
will be put in place which may include:

Prevention methods are prescribed by the team
to help reduce your chance of developing a
blood clot. On rare occasions, some patients will
have received the appropriate prevention, but
unfortunately still develop a blood clot.

• Pressure relieving cushions or mattresses.
• Regular reviews of your skin and any
changes in your health.
• Advice on how often you need to move or
be moved.
• A schedule of when you should be moved.
• Placing you in a correct seating or lying
position.
• Reviewing your dietary requirements.
• Discussions of what your concerns or
needs are and what you can do to help
reduce your risk of developing skin
damage.
• A pressure ulcer prevention leaflet should
be given to you to help provide more
information on preventing pressure
damage.
Please be aware, sometimes pressure ulcers may
occur even if you are doing everything you can to
avoid them. Pressure ulcers can get better if you
have the right treatment and look after yourself.
Please ask a member of staff if you have any
questions, or if you think you may be developing
a pressure ulcer.
18
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Blood thinners: You may receive this by injection
into your tummy during your stay and sometimes
when you go home as well.
Stockings: You will be shown how to wear these.
Please wear them all day and during the night
whilst in hospital. Do not roll them down or pull
them up over your foot. If they feel uncomfortable,
please inform the nurse looking after you.
There are a few things you can do to help yourself:
• Keep moving or walking, and try to get
out of bed as soon as appropriate after an
operation.
• Drink plenty of fluids to keep hydrated.
• Ask your nurse or physiotherapist for more
information.
• Ask your doctor or nurse ‘What is being
done to reduce my risk of developing a
blood clot?
Please also read the leaflet entitled ‘Preventing
blood clots in a hospital setting’ given to you by
your nurse on admission.
19
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Going home
Before you leave hospital
• Make sure you have any medication you
may need.
• Collect any medication you brought in
from home.
• Collect any medical certificates you may
need.
• Ask for any valuables deposited with
Patient Affairs.
• Give the ward staff a forwarding address
for any post if necessary.
• Make sure that you are clear about any
care you may need after you have been
discharged.
The Patient lounge
On the day of discharge you will be transferred to
the patient lounge where you will wait in comfort
for your onward arrangements to be made.
The patient lounge offers a home-from-home
environment with hot meals, snacks, drinks,
newspapers and television in a climate-controlled
area.
It’s important to note arrangements for discharge
can take up to six hours, however the patient
lounge is staffed by registered nurses to ensure
continuity in your care while you wait. Should you
wish to go home and return for your medication
later in the day, please inform the nurse on duty
in the patient lounge.
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Return of equipment
When you have finished with any walking aids
given for use at home, for example crutches
or zimmer frames, please return them to the
green drop off box outside the inpatient therapy
department at Watford General Hospital.
Alternatively, you can return them to the main
hospital receptions at St Albans City Hospital or
Hemel Hempstead Hospital.
For equipment that you may have been issued
with to help you in your activities of daily living,
such as toilet equipment or perching stools, please
call Hertfordshire Equipment Service on 01707
292555 who will arrange to pick the equipment
up. The equipment will have a sticker on it stating
“On loan from HES”.
Choice policy
We don’t want any of our patients to remain in
hospital longer than is clinically required. We aim
to achieve a timely and effective discharge from
our hospitals to the most appropriate available
setting to meet our patients’ needs.
If you are required to choose a destination or
care provider on discharge, we strive to make
this process as simple and clear as possible. If
you would like to know more about this process,
please ask a member of staff who will be able to
give you further information and provide a copy
of our choice policy.

21
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Getting to and from hospital
Car parking and concessions
Parking charges apply 24 hours, Monday to
Sunday, and tickets expire at midnight on day
of purchase. For price details, please see the
payment machines in the car park.
Pay car park by phone
You can pay for your parking at Watford General
Hospital online, via the PayByPhone app or over
the phone after a short registration process. To
do this, visit the PayByPhone website at www.
paybyphone.co.uk, or call 0330 400 7275. The
Watford General Hospital site code is: 8490.
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For a concession form, see our website – https://
www.westhertshospitals.nhs.uk/about/travel_
information - or ask a member of staff for more
details.
Fares reimbursement
Some patients are eligible due to their benefit
entitlements to claim for travel costs to and from
the hospital. Claims can be made through the
Patient Affairs office in person or by post.
You must provide proof of the following:
• Appointment letter and confirmation of
attendance.
• Current proof of benefit allowance.

Disabled badge holders may park for free in
designated disabled bays, or in any bay in the
visitors car park with the blue badge clearly on
display.
Concessions
Car parking concessions are available across all of
our hospitals. A reduced parking rate is in place
for patients, carers and visitors who are attending
any ward or department on a frequent or long
term basis and to relatives who are actively
participating in the care of a patient who is staying
on a hospital ward.
Frequent visitors (people attending more than
once per day, or more than twice per week for up
to four weeks) and active carers (people actively
participating in the rehab/care of an inpatient)
are able to purchase discounted daily or weekly
tickets. Long term users (people attending more
than twice per week for more than four weeks)
are able to purchase discounted monthly tickets.

22

• Bus, train ticket or car parking ticket.
Please note, taxis are not paid unless a doctor
confirms in writing that a patient is not fit to drive
or travel by other public transport.
Walking to hospital
You may prefer to travel to and from hospital on
foot. Each of our hospital sites has suggested
walking routes that are suitable for wheelchair
users and visitors with buggies and pushchairs.
You can find these on our website:
www.westhertshospitals.nhs.uk/about/travel_
information

23
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Public transport
Public transport is available to all of our hospital
sites. There are bus stops directly at the entrance
of Watford General Hospital and St Albans City
Hospital and the nearest stop to Hemel Hempstead
Hospital is Marlowes Stop H.
Arriva Buses
www.arrivabus.co.uk
Bus services to all of our hospitals sites.
London Northwestern Railway
www.londonnorthwesternrailway.co.uk
Train services to Watford and Hemel Hempstead
(London Euston to Northampton).
Southern Trains
www.southernrailway.com
Train services to Watford and Hemel Hempstead
(East Croydon to Milton Keynes).
Thameslink
www.thameslinkrailway.com
Train services to St Albans.
Great Northern
www.greatnorthernrail.com
Train services to St Albans.
Intalink
www.intalink.org.uk
Hertfordshire travel information
Traveline
www.traveline.info
Nationwide public transport information
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How you can help
Raise – our hospital charity
What does a cardio scanner have in common
with neonatal cots and outpatient wheelchairs?
They’ve all been made possible thanks to
thoughtful donations from grateful patients, their
families and supporters in the community.
Raise is our hospital charity and it is dedicated to
supporting patient care across our three hospitals.
It helps fund the latest technology, environmental
enhancements, staff development and extra
comforts that make such a difference to patients
day after day, above and beyond what the NHS
alone can afford.
Transforming patients’ lives
A recent initiative made possible thanks to kind
donations is Chester Chest. Chester is a special
piece of equipment for training staff about the
safe use of intravenous lines when caring for
children with cancer. The equipment was made
possible thanks to 13-year old Ethan and his family
who started fundraising following his diagnosis of
acute lymphoblastic leukaemia.
Other well-wishers chose to make a donation
rather than organise fundraising events. Such
donations have helped fund breathing equipment
for terminally ill patients, treatment couches for
those with blood cancer, specialist care for young
people with diabetes, and much, much more.

Herts County Council
www.hertfordshire.gov.uk
Information and services throughout
Hertfordshire

24
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Want to say thank you for care received?
There are so many ways to get involved and
help transform patient care, big or small, such as
making a donation (either a one-off or as a regular
gift); leaving a gift in your will; giving in memory
of a loved one; volunteering your support or by
organising your own fundraising activity either as
an individual, in a group or with your school or
workplace. The possibilities are endless!

Volunteers
Volunteers in the NHS are people who choose to
freely commit their time and energy to support the
work of the service, without receiving any financial
benefit. As well as giving patients a helping hand,
friendly ear and more holistic support, these
committed helpers also give staff the opportunity
to concentrate on what they do best - providing
clinical treatment and medical care.

You can find out more on our website:
www.raisewestherts.org.uk, by emailing office@
raisewestherts.org.uk or calling 01923 436177.

They make a real difference to our patients,
working in a variety of roles that enhance the
services paid staff provide. In exchange, we
hope that volunteers find that their time spent
with us improves their own lives, helping with
confidence levels, improving job prospects,
building friendships, extending their networks and
providing opportunities for an increased sense of
purpose in society.

Don’t forget to follow us on social media to
keep up to date with the latest news, search
for RaiseWestHerts on Facebook, Instagram and
Twitter.
Supporters like you can help ensure that the care
provided continues to be of the highest level and
patients and their families will benefit for years to
come. Thank you so much.

At West Herts, we are proud to have hundreds
of volunteers providing many different defined
volunteering roles within our hospitals in a huge
variety of areas:
• Patient facing in clinical areas – providing
companionship to patients, mobility
support, ward activities, dementia friends,
dining companions, pastoral care, carer
support, children’s activities and many
more.
• Patient facing in non-clinical areas –
directing and supporting patients in
reception areas, enquiry desks, patients’
lounge, League of Friends tea shops, the
Macmillan information centre and many
more.
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• Administrative and clerical – providing
invaluable support to the office teams
tucked away all over the hospitals in many
different departments.
• Specialist roles – providing specialist support
to patients, including end of life support,
breastfeeding, stoma, teenagers and young
people and many more.
All of our volunteers are DBS checked, reference
checked and receive specialist training for the
specific roles they support.
If you would like to see if a volunteer can help
you during your stay, please ask a member of the
nursing staff on your ward.
If you are interested in volunteering with the trust,
please email westherts.volunteers@nhs.net or call
01923 217307.
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How to give feedback
If you are unhappy about any aspect of your
treatment or care, please talk to the member of
staff caring for you or ask to speak to the ward
manager who may be able to solve the problem
straight away. If you would prefer to talk to
somebody not directly involved in your care, you
may also contact the Patient Advice and Liaison
Service (PALS).
Patient Advice and Liaison Services (PALS)
The Patient Advice and Liaison Service (PALS) is
available to patients who wish to raise any issues
or concerns regarding their stay in hospital.
In the first instance, please talk to the ward staff
and if that does not resolve the problem, please
ask them to contact the PALS staff who would
be happy to visit you, your relative or carer on
the ward. You can also visit the department in
person, where you can speak to the PALS team in
confidence. Even if you have been discharged from
hospital, you can still make the trust aware of any
issues you wish to raise.
The PALS office is located at Watford General
Hospital, near the main reception in the Princess
Michael of Kent building, and is open 8am-4pm,
Monday to Friday. They can be contacted via email
at westherts.pals@nhs.net or by phone, on 01923
217198.
If you call out of office hours, please leave a
telephone message or send an email, which we
aim to acknowledge the next working day. In an
emergency, ask for the senior nurse on duty or the
on-call manager via the hospital’s main telephone
number 01923 244366.
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Should your relatives, carers or friends wish to
raise concerns on your behalf, the PALS team
would need to have your written consent. This is
to protect patient confidentiality.
Complaints department
If you are still unhappy about any aspect of the service
provided by West Hertfordshire Hospitals NHS Trust
and wish to make a formal complaint, please write to:
Complaints department
Watford General Hospital
Vicarage Road
Watford
Hertfordshire
WD18 0HB
You can also contact the Complaints team directly
on 01923 217866 or
email: westherts.complaintsteam@nhs.net.
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Compliments
If you have been particularly impressed with your
care or any member of staff please do let us know!
It really means the world to our workforce and
ensures that as a trust we can recognise the hard
work and efforts of our members of staff and say
thank you.
You can send compliments via PALS or the
Complaints team, using the details above.
You can also leave a review on the NHS website –
www.nhs.uk
The NHS Friends and Family Test (FFT)
The NHS Friends and Family Test (FFT) was created
to help service providers and commissioners
understand whether patients are happy with the
service provided, or where improvements are
needed. It is a quick and anonymous way to give
your views after receiving care or treatment across
the NHS.
When you complete your treatment or are
discharged from our service, you will be invited to
complete the FFT. You may be asked while you are
still on the premises, or you may be contacted after
you have gone home. You may ask a member of
staff how this information is used.
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Support
Pastoral care team (Chaplaincy)
The trust respects all beliefs, world views and
cultural affiliations and provides support for
patients, relatives and staff while under our care.
The chaplaincy team includes a full-time pastoral
care manager who is a BACP qualified counsellor
along with part-time chaplains and a team of
volunteer visitors/pastoral support carers who
reflect the demographic of our local population
which includes: atheists/humanists, Christians,
Hindus, Muslims and Sikhs, Baha’i, Buddhists,
Jewish, Jehovah’s Witnesses, Mormons and Jain
representatives. We work closely with all local
community groups to provide awareness and
education around philosophy of life and world
beliefs as part of the trust’s commitment to Care,
Quality and Commitment.
The chaplaincy team provides specialist religious
care, spiritual, pastoral and counselling support to
patients, visitors and staff of all religions, beliefs
and world views. Members of the chaplaincy
team make several weekly visits to each ward and
department in the hospital.
Pastoral support rooms
We have a pastoral support room and quiet rooms
on each site which are available to patients,
relatives and staff of all beliefs and those who
identify as atheist, agnostic or humanist. Weekly
Communion services, daily Muslim prayers and
general meditation mindfulness sessions and a
monthly Catholic Mass are held at Watford General
Hospital.
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Arranging a pastoral care visit to the wards
for patients and relatives:
For general support, prayers, Holy Communion,
Anointing of the Sick, visits from a member of
your belief group or just for a chat in time of need,
please contact the Pastoral Care team on 01923
217994 or ask a member of the ward staff.
We can also provide a Sunday bedside Communion
Service or non-religious pastoral visits for patients
on request.
Email: westherts.spiritualcare@nhs.net
The Patients’ Panel
The Patients’ Panel speaks on behalf of patients,
their carers and families. They are ‘critical friends’
of the trust and work to ensure the contribution
they make to patient and public involvement is as
representative of as many patients and carers as
possible.
The Patients’ Panel works closely with other
volunteers in the hospital, within the local health
and social care area of West Hertfordshire and the
wider community that the hospital serves. Please
ask a member of staff if you would like a Patients’
Panel member to visit you.
Patient Affairs office
The Patient Affairs office is located by the main
reception, level 2 of the Princess Michael of Kent
block on our Watford General Hospital site. The
office is available for drop ins Monday to Friday,
9am-4pm or they can be reached on 01923
217114. Alternatively, please speak to a member
of ward staff who can speak to them on your
behalf.
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Terms you may hear in a hospital
setting

Deprivation of Liberty Safeguards
Article 5 of the Human Rights Act states that
‘everyone has the right to liberty and security of
person. No one shall be deprived of his or her liberty
(unless) in accordance with a procedure prescribed
in law’. The Deprivation of Liberty Safeguards is the
procedure prescribed in law when it is necessary to
deprive someone of their liberty. This could be in
a residential home or a hospital. These safeguards
only apply to a patient who lacks capacity to
consent to their care and treatment but needs to
remain in hospital in order to keep them safe from
harm.

Organ and tissue donation
The law is changing regarding organ donation.
From spring 2020, organ donation in England will
move to an ‘opt out’ system. This means that all
adults in England will be considered to have agreed
to be an organ donor when they die unless they
have recorded a decision not to donate or are in one
of the excluded groups (see www.organdonation.
nhs.uk for further details).
You still have a choice if you want to be an organ
donor or not when you die.

Lasting power of attorney
A lasting power of attorney is a legal document
that lets the person which it relates to appoint one
or more people (known as attorneys) to help that
person with a decision or decide on their behalf in
particular circumstances.

If you would like to sign up or receive further
information about becoming an organ donor,
please call the Organ Donor line on 0300 123
23 23. To use text relay, please dial 18001 0300
1232323. You can also find lots more information
on the NHS Organ Donation website: www.
organdonation.nhs.uk/

There are two types; the first relates to that person’s
health and wellbeing and the second relates
to that person’s property and financial affairs.
The document can be produced to a member of
healthcare staff who may have to seek to verify
its contents and confirm whether it applies. If you
think this document may assist you, you should
contact a solicitor who will guide you through the
process.

Mental Capacity Act
The Mental Capacity Act (MCA) empowers people
to make decisions for themselves wherever possible.
It protects people who lack capacity by providing
a flexible framework that places people at the
very heart of the decision making process about
their care and treatment. The MCA only applies to
people aged 16 years and over.
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Other agencies that may help you,
your carers and visitors
Herts Help
HertsHelp offer free, independent services available
to everyone who lives in Hertfordshire. HertsHelp
will listen and support you to find the help you
need and can put you in touch with organisations
that can help. Some organisations may charge for
their services but they will let you know at the start.
The HertsHelp information helpline has qualified
staff waiting to offer independent information and
advice on local community and voluntary services
in Hertfordshire for you, your family or if you are a
family carer. Contact Herts Help on 0300 1234044.
Age UK Hertfordshire
Age UK Hertfordshire is an independent charitable
organisation, working to improve later life for
thousands of older people across Hertfordshire.
They can offer help and advice on a large range
of subjects including a service for people who
have had a stay in hospital or been unwell, and
need support to manage at home and regain
their independence. To find out more about their
services you can contact on their information and
advice line on 0300 3453446.
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Hertswise
Hertswise is an innovative countywide service
designed to support people living with dementia,
low level memory loss or mild cognitive impairment
as well as their loved ones and carers. Our teams aim
to ensure that people of all ages, living anywhere in
Hertfordshire, are able to easily access information
and advice, activities and support regardless of
whether they have (or want) a diagnosis. Offering
group based activities designed by service users, or
1-1 sessions for those in need of individual support.
For more information about Hertswise, please call
Herts Help on 0300 123 4044.
Alzheimer’s Society
The Alzheimer’s Society passionately believe that
life doesn’t end when dementia begins.
They are here for anyone affected by dementia
and have support in place to keep people with
dementia connected to their lives and the people
who matter most. You can contact the National
Dementia Helpline on 0300 2221122.
Healthwatch Hertfordshire
Healthwatch Hertfordshire is the independent
consumer voice for health and social care in
Hertfordshire. Committed to representing the
views of Hertfordshire’s citizens, they work with
voluntary and community sector organisations to
ensure the voices of service users and communities
are heard and represented. To find out more about
their services you can contact them on 01707
275978.
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Retail outlets

Contact us

Watford General Hospital
The Dining Room restaurant
Opposite Main Reception
Open every day - 7am-8pm

Watford General Hospital
Vicarage Road
Watford
Hertfordshire
WD18 0HB
Tel: 01923 244366

League of Friends tea bar
Level 2, Main Block, Outpatients
Open Monday to Friday - 8.30am-4pm

Hemel Hempstead Hospital
Hillfield Road
Hemel Hempstead
Hertfordshire
HP2 4AD
Tel: 01442 213141

League of Friends tea shop
Vicarage Road, Sycamore House
Open Monday to Thursday – 7.30am-3.30pm
Friday – 7.30am-2.30pm
WHSmiths
Main Reception, Level 2, Main Block.
WHSmiths offer a cash back facility
Open Monday to Friday - 7am-7pm
Weekends - 10am-5pm

St Albans City Hospital
Waverley Road
St Albans
Hertfordshire
AL3 5PN
Tel: 01727 866122

Hemel Hempstead Hospital
The All Good Coffee Co
Second Floor, Verulam Wing:
Open Monday to Friday - 8am-4pm

Useful email addresses
• Patient Advice and Liaison Service: westherts.
pals@nhs.net
• Patient feedback: westherts.complaintsteam@
nhs.net
• Media: westherts.communications@nhs.net
• Volunteering: westherts.volunteers@nhs.net
• Freedom of Information: westherts.foi@nhs.net

St Albans City Hospital
The All Good Coffee Co
Main reception area of Gloucester Wing
Open Monday to Friday - 7am-4pm
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