Welcome to

Palmerston North Hospital

Patient and Visitor Information Guide

Te Pae Hauora o Ruahine o Tararua

Please leave this booklet at the bedside when you leave hospital.



Kia hora te marino
Kia whakapapa pounamu te moana
Hei huarahi ma tatou | te rangi nei
Aroha atu aroha mai
Tatou i a tatou i nga wa katoa
Hui e taiki e

May peace be widespread
May the sea be smooth like greenstone
A pathway for us all this day
Give love, receive love
Let us show respect for each other

Tena koe, tena rawa atu koutou katoa

Ka mihi atu ra ki o 6 koutou maunga tapu, nga
wai, nga moana, nga awa e rere atu i runga i te
whenua, ki nga waka, nga reo o nga Hau e wha.
Téna Koutou Téna Koutou Téna Koutou Katoa.

Ki nga mate kua ngaroki te po.
Haere haere haere atu ra.
Ratou ki a ratou, Tatou kia tatou.

Mauri ora ki a tatou katoa.

Anei matou 6u mangai hei awhi hei tautoko
i a koe me té whanau i te wa koe kei roto i te
héhipera.

Welcome to Palmerston North Hospital. We
know there are many places you'd rather be
than in hospital, so our goal is to help you
get well, as quickly and safely as possible.
This guide is an easy way to get an idea of
how things work in hospital, and what you
can expect during your stay here.

We would like you to be involved as a
partner in your own care. This means being
able to ask questions about your treatment
and what is happening, and making sure
you have a good understanding of what
everything means for your health and
wellbeing. You will probably need to take
in a lot of information during your stay,
which is why we have tried to answer a

lot of common questions in this guide.
Remember, if you have any questions, feel
free to ask a nurse for help.

We want you to have a really good
experience during your time here.

That's why we would really like to hear from
you if there is anything you would like to
talk about. Further on in this guide, you will
find a list of ways you can provide feedback.
The simplest and easiest is to have a chat

to your nurse, or ask for the person in
charge; this will usually be a charge nurse or
associate charge nurse.
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SUPPORT DURING YOUR HOSPITAL STAY

It is your right to have whanau/family/friends with you for most circumstances during your hospital
stay (as long as it is safe and other patients’rights are not unreasonably affected). We recommend
that you organise at least one trusted family/whanau member or friend to be your support person
while you are in hospital and tell your nurse their name. Unless you say otherwise, we will direct
enquiries from friends and family members about your health and hospital stay to your named
support and contact people.

The role of support person is very important and so we encourage you and your support person

to ask your nurse about how to be involved in, and help with your care. If you or they do not
understand or are uncertain about your care or treatment, please discuss this with your nurse or the
charge nurse. They will work with you toward a solution.

Working together with you, your support person and visitors, we do our best to ensure they can
be with you at times that suit you and them, at the same time still making sure that all patients
have privacy, safety, quiet and rest to recover. To help with that, we ask that you and your support
person and visitors take note of, and respect the ward routines as well as the needs and rights of
surrounding patients and their visitors.

COMMUNICATION NEEDS

Please advise us if you are hard of hearing, sight impaired or require any further assistance. There is
a large print version of this handout available. Please advise if you or your family member require an
interpreter for communicating medical, social or other problems. Interpreter services are available.




PHARMACY

There are two pharmacies in the hospital. Prescriptions marked ‘hospital only’ should be collected
from the Hospital Pharmacy located on the ground floor near the back of the building. Please follow

the signs. All other prescriptions should be filled at your local community pharmacy, alternatively a
community pharmacy is located at the main entrance on Ruahine Street. Your personal medications
that you may have brought in with you to hospital will be placed in a green “patient’s own
medication bag” and stored safely in the ward medication room during your hospital stay.

WHEN YOU LEAVE HOSPITAL

Before you leave, make sure you:

1. Have discussed your discharge letter and prescription needs

2. Have your own medicines returned to you, and any new medicines explained to you
3. Know who to contact if you have any questions or concerns when you get home

4. Know when your next appointment is.
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To respect your privacy and maintain confidentiality, any sensitive information about your care will be
handed over in the privacy of the Ward Office, rather than at your bedside. We will only talk about your
health with others at your bedside when you say it’s OK — so before starting, the nurse will ask for your
consent. You have the right to say no. You will also be asked if you wish for any of your visitors to stay or
step out of the room until handover is finished (usually 2-3 minutes).

1. Listen: We want to make sure you have the full and up-to-date information about your care.
2. Speak: If you have any questions or concerns, handover is the perfect time to raise your concerns.
3. Ask: If you find something confusing, or do not hear clearly, feel free to ask staff to explain.

If needed, the nurse coming on duty may come back after handover to spend more time discussing your
concerns. If you would like a family member or friend to be with you during your bedside handover, the
afternoon handover (during visiting hours) is likely to be the most convenient time. Let us know if you

have any questions.




WARD MEAL TIMES (APPROXIMATE)

Breakfast: Between 7am - 9am
Lunch: Between 11.30am - 1.30pm
Dinner: Between 5pm - 6.30pm

Tea and coffee is provided to patients after meals, for morning and afternoon tea and supper. If you
have special dietary requirements, please inform your nurse. A dietitian is available if necessary.

CALL BELL

The call bell is located on the handset beside your bed. Please press the call bell when you require
assistance. Do not delay in using the call bell. It does not have to be an emergency to use it.

PRIVACY AND CONFIDENTIALITY

We will maintain your privacy and confidentiality as much as possible. If we are discussing sensitive
issues with you, you may ask for this to take place in a more private setting. Please do not take
photographs or recordings of others, or post about others on social media without their consent,
especially other patients or staff.

CONSENT

All treatment and care will be explained to you. You will be asked to give verbal consent for all
treatment and written consent for any invasive treatment such as an operation or procedure. Always
keep asking questions, it is important that you understand what is happening. Get your support
person to ask if you do not understand.




CONTACTING FAMILY AND FRIENDS

A ward telephone is available for patient use only. Talk to your nurse to arrange this and for any
toll call requirements. We ask that you keep calls brief. The telephone is to be used for important
communication only, to ensure availability for all.

CULTURAL SUPPORT

If you have specific cultural needs, please discuss with your nurse. There is access to Pae Ora Maori
Health Services. Our team visits the wards and can assist you with advice and support for whanau
while receiving care and service while at MidCentral Health. At Palmerston North Hospital we are
happy to help you access this region’s cultural and ethnic groups.

HYC e

Health
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MAKING YOUR STAY WITH US SAFER

Our hospital has a zero tolerance to aggressive behaviour, drug or alcohol intoxication, bad
language or violence. Weapons, gang insignia, use or supply of illegal drugs or harmful substances
are not permitted. Please check if any of our personal information on your ID band is wrong, and tell
us if you have any allergies. In an emergency, follow the instructions of staff who will advise you.

THIS IS A SMOKEFREE ENVIRONMENT

All New Zealand hospitals are smokefree so smoking is not permitted in the hospital or around the
grounds. As you access health services you will be asked about your smoking status by a number
of health professionals. Smokers will be given brief advice on how to quit smoking. One of the
best things you can do for your health is to not smoke. Services and products to assist you to stop
smoking are available.




|
EQUIPMENT AND PERSONAL BELONGINGS

Cell phones and other transmission devices such as laptops, and iPads may be used in the hospital
(other than Ward 28, Coronary Care and Intensive Care Units), provided they are not used within
two metres of electronic medical equipment. Patient and visitor wireless internet access provided
by Inspire Free WiFi is available in some areas of the hospital. Further information including plans,
access and conditions is available at www.inspirefreewifi.co.nz.

You are welcome to bring in a radio but due to limited space in the rooms, we prefer that you do not
bring in a TV. Please be mindful bedspace is limited and it is a very busy work environment. To avoid
disturbing other patients we ask that you always use headphones. We remind you that all personal
belongings brought into hospital, including all valuables, are your own responsibility — even when
you are not on the ward. We recommend you ask family or friends to take any valuables you arrived
with home for safe keeping.

LIFTING PATIENTS

MidCentral Health promotes a safe approach to patient lifting and moving. Staff are trained to
undertake individual patient risk assessments and plan lifting and moving that will ensure safety for
all. Specific moving and lifting equipment and furniture may be necessary for your safe care.

If so, this will be discussed with you.

PREVENTING A PRESSURE INJURY

Pressure injuries (pressure ulcer or bed sore) can happen quickly, from lying or sitting in the same
position too long.

« If you can, try and keep mobile, even in bed or a chair by changing position regularly.

« We are very happy to help you change position, and can provide a special mattress or cushion for
support.

« Tell us if any part of your body (head to heels) that is touching another surface is feeling
uncomfortable, or if your clothes or bedding are damp.
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PREVENTING BLOOD CLOTS
Blood clots in your circulation system can develop from lying or sitting in the same position too long.

« If you can, try and keep mobile, even in bed or a chair by doing simple leg and ankle exercises.
« Wear your hospital stockings, if advised, and drink fluids as recommended.

BED RAILS

The beds in our hospital come with rails that can be raised to prevent people sliding, slipping, or
falling out of bed.

Bed rails are not suitable for all patients. We aim to avoid using bed rails.
Your nurse will discuss raising the bed rails with you:

« If you are well enough, you will decide whether you want bed rails or not
« If you are too unwell at the time, the team caring for you will decide if it is appropriate to use
bed rails and may discuss this with your family.

It is hospital policy to raise the bed rails while a patient is being transported on a bed or
trolley.

For questions or concerns about bed rails, please speak to your nurse.
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HELP PREVENT
INFECTION

VISITORS

Your visitors can help prevent infections by:

+ Not visiting if they are unwell, have diarrhoea, vomiting, or have flu like symptoms
+ Asking them to wash their hands or use hand gel before and after visiting

+ Not lying or sitting on beds

« Limit visiting to two people at a time.

PATIENTS

You can help prevent infection by:

+ Washing your hands frequently.

« Washing your hands with soap and water after visiting the toilet. Cleanse your hands
before all meals and if sneezing and coughing, using soap and water or an alcohol gel.

+ Gently reminding staff to cleanse their hands before touching you, if you think they
may have forgotten to do so.

+ Not touching or interfering with your dressings, IV drips or tubes.
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We encourage and appreciate feedback. We like to hear what has gone well and what
we could have done better. As all comments will help us improve our services, please be
assured that nothing you say will adversely affect your current or future care.

CENTRAL DISTRICT HEALTH BOARD.
T Pae Houora o Ruanine o Tarrua.

MidCentral District Health Board is
committed to providing quality health
care services to the community. Your
feedback, suggestions, concerns and
compliments help us to do this.

W h at yo U t h i n k To place feedback you can:

You can give feedback to the

staff member providing your
care, or ask to speak to the
person in charge

EMAILUS

Get in contact with our

Customer Relations Team
by sending us an email

customer@midcentraldhb.govt.nz

GIVEUS A CALL

Talk to our friendly
Customer Relations Team

(06) 350 8980

GO ONLINE

Fill out our online feedback
form found on our website

www.midcentraldhb.govt.nz

WRITE TO US

Write us a letter or fill out a
Tell Us What You Think form

Customer Relations
If any of these options don't resolve the issue, MidCentral Health
you can contact the Health & Disability Advocacy on Private Bag 11036
(06) 3537236 or 0800 55 50 50 or you can contact Palmerston North 4442
the Health & Disability Commission on 0800 11 22 33.
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..WHEN RECEIVING
A HEALTH OR

DISABILITY SERVICE

Te Mana Tangata | Respect

Te Tokeke | Fair Treatment

Te TU Rangatira | Dignity & Independence

Nga Paerewa Totika | Proper Standards

Te Whitiwhiti Korero | Communication

Nga Parongo | Information

Nau te Whakaaetanga | It's your decision
Te Tautawnhi | Support

Te Whakaako me te Rangahau | Teaching & Research

Nga Kdbamuamu | Complaints

If you need help, ask the person
or organisation providing the
service. You can contact the
local advocacy service on 0800
555 050 or the Health and
Disability Consumer Advocacy
Service on 0800 11 22 33.

You should be treated with respect. This includes
respect for your culture, values and beliefs, as well as
your right to personal privacy.

No one should discriminate against you, pressure you
into something you do not want or take advantage of
you in any way.

Services should support you to live a dignified,
independent life.

You have the right to be treated with care and skill,
and to receive services that reflect your needs. All those
involved in your care should work together for you.

You have the right to be listened to, understood and
receive information in whatever way you need. When
it is necessary and practicable, an interpreter should
be available.

You have the right to have your condition explained
and to be told what your choices are. This includes how
long you may have to wait, an estimate of any costs,
and likely benefits and side effects. You can ask any
questions to help you to be fully informed.

It is up to you to decide. You can say no or change your
mind at any time.

You have the right to have someone with you to give
you support in most circumstances.

All these rights also apply when taking part in teaching
and research.

It is OK to complain — your complaints help improve
service. It must be easy for you to make a complaint,
and it should not have an adverse effect on the way
you are treated.
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WE ASK ALL PEOPLE WHO ACCESS
MIDCENTRAL HEALTH'S HEALTHCARE SERVICES




VISITING

Unless otherwise arranged as a support person, please observe the ward’s listed visiting hours. If
you wish to visit outside these hours, please talk with the charge nurse. Generally we ask that there
are no more than two visitors to a bed in a 4-6 cubicle, and a maximum of four visitors per bed in
single rooms. Hospital beds have expensive electronic equipment which may be damaged if visitors
sit on them so we ask that visitors use the chairs provided. We ask that all children are supervised,
ensuring they do not wander unattended, run around or create excessive noise. Please help to
prevent infection by following the advice for visitors in this guide, and signs around the hospital.
Most wards are flower-free so we ask that you check before bringing or sending flowers to the ward.

.
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PARKING

We have a user pay system for patients, visitors and staff who wish to park on-site. A parking
brochure is available at the information desk. The free shuttle delivers patients/visitors to and from
their cars (Mon to Fri) and can be identified by its flashing roof-top orange light. Just flag it down if
you need a lift anywhere around the hospital grounds.

TAXIS & CABSPOT

There are direct taxi telephone lines available from the main or STAR entrances. Taxi stands are
located outside the main entrance or Gate 2B, Heretaunga Street. “CabSpot” pickup spots are
located around the hospital. There are 19 CabSpots and they use GPS location technology to bring
cabbies right to the pickup spot quickly and easily. Look for them on the hospital grounds or see
map at back.

ATM MACHINE

An ATM machine is available inside the main entrance toward the lifts to the wards on the
ground floor. There is also one outside the Top Café.

18
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ACCOMMODATION

Te Whare Rapuora (TWR): the kaupapa of the whare is to provide marae
style accommodation (subject to availability) for all ethnicities. Priority

is for whanau/family from outside the MidCentral DHB area, supporting
critically/terminally ill patients. Te Whare Rapuora can accommodate a
maximum of 10 people overnight. For further information please ask staff

for the 'Te Whare Rapuora’ brochure or phone (06) 350 8210 during usual
business hours.

Some services such as oncology and child health have other accommodation
options. Please enquire directly to the service.

Several motels are available on Ruahine Street, adjacent to the main entrance
of the hospital. Under some situations, the Welfare Office may be able to assist

with accommodation - special criteria applies. Please contact the Welfare Office
on (06) 350 8944.
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Car Parking Map
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MipCeNTRAL DisTriCT HEALTH BOARD

Te Pae Hauora o Ruahine o Tararua



