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Welcome

Welcome to Bradford Teaching
Hospitals NHS Foundation Trust
We understand that coming into hospital can mean you have a lot
to organise, and that it can be a worrying time for you and your
family and friends.
We have provided this folder to give you some important
information to help you, your family and other visitors.
If you have any questions that are not answered here please ask a
member of staff who will be happy to help you. We want your
stay to be as pleasant as possible, so please don’t hesitate to talk
to us if there is anything you are not sure about or need to know.
The Trust is working hard to make it easier for people to use our
services. We want to involve patients and the public from
all/different backgrounds so we can continue to develop world
class services for the benefit of the Bradford population.
The Trust also expects that patients and staff are treated, and
treat each other, with dignity and respect, accepting any
differences and valuing each other as individuals.
We use the BT Text Relay service for patients who are deaf or
have hearing difficulties. To use this service please phone 18001
then the phone number of the department you require - please
ask a member of staff if you need any help.
We hope that your stay is as comfortable as possible. If you have
any questions or concerns, please ask a member of staff on the
ward who will be happy to help you.
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Section A - Your stay in hospital

Your stay in hospital
What you will need while you are in hospital
Please only bring what you really need. This is because space is
limited and Bradford Teaching Hospitals NHS Foundation Trust
can’t be liable for damage, loss or theft of your personal items.
Please try to leave your valuables at home or send them home
with a member of your family or a friend if you have come into
hospital suddenly.
All wards have a safe where valuables can be stored. This is for
items that need to be stored for the whole time you are in
hospital. It is not meant to be used for storing things you will
want from time to time.
If you have come into hospital suddenly you might need to ask
someone to bring in your personal toiletries, nightwear, a change
of underwear and some comfortable day clothes.
If you have forgotten anything or need any basic toiletries until
you can get your own brought in, please tell us.
If you have brought items in a bag or suitcase please ask a
member of your family or friend to take it home until you are
ready to be discharged.
The table on the next page shows what you should bring to
hospital and what you should leave at home.
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Useful items to
bring in:

Items to limit or
leave at home

• Hairbrush, comb and shampoo

• Large amounts of money; there
is a cash machine on the main
corridor at BRI and outside the
Horton Wing entrance at
St Luke’s

• Medicines you usually take,
prescribed by your GP or which
you buy from a chemist or
other shop

• Alcohol, illegal drugs, cigarettes,
e-cigarettes or tobacco. The
hospital has a no smoking policy
in all areas, including around
entrances, which we ask you to
respect. Staff will ask you to
stop smoking if you are in a no
smoking area – please be polite
and do as they ask

• Toothpaste, toothbrush, denture
pot, denture cleaner
• Soap, shower gel, moisturiser etc
• Face cloth, sponge
• Deodorant, wet wipes, tissues
• Shaving equipment
• Sanitary towels or tampons

• Jewellery apart from a
wedding ring

• Nightwear, dressing gown,
slippers – and a change of
nightwear

• Other valuable items including:
mobile phones, laptops, tablets
and other entertainment
devices. If you want to bring
these, it is at your own risk.
Please keep them out of sight if
you are not by your bed

• Small amount of comfortable
day clothes
• A small amount of money and a
cash card/debit or credit card.
Cash machines are available at
BRI and St Luke’s

• Food which needs to be kept in
a fridge or which could put you
at risk of food poisoning if not
eaten straight away. There is
more information about this in
section D.

• Washed fruit, small amounts of
biscuits, sweets, soft drinks,
herbal or fruit teas, savoury
snacks (crisps, nuts etc)
• Chargers for any electrical items
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Knowing who’s who
You can identify most staff by the colour of their uniforms.
There is a guide to the most common uniforms at the back of
this folder.
Sometimes new types of staff join our team, so if you see a
uniform which is not on the guide please do ask the person
what they do.
All staff should carry a photo identification badge, and will tell
you who they are and what their role is.
If you are not sure who someone is, please ask them to tell you
their name and job, and ask to see their badge.
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Looking after you – what you should
expect from us
We expect all our staff to be friendly and easy to talk to. Staff
should always tell you their name, and if you have not met them
before, what their job is.
If you have any worries, questions or problems, please do talk to
the nurse in charge who will be able to help you.
The nurse in charge on each shift wears a red badge so you can
identify them.
If you want to talk to the Doctor responsible for your care at any
time, please tell the nurse looking after you.
You will be visited by a member of your care team every two
hours. This is called ‘intentional rounding’ and will help us
monitor how you are and that you have what you need.
They will:
• check how you are feeling and that you are comfortable
• answer any questions you have, or find someone who can
• help with your personal care if you need help
• check if you have any pain and provide pain relief if you
need it
• check you have water as long as you are able to eat and drink if you are waiting to go to theatre or for some tests you may
not be allowed to eat or drink before it
• check that you can reach the nurses call bell and anything else
you need from your locker or bedside table
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Equality: your rights and responsibilities
The Equality Act 2010 makes it unlawful to discriminate against
people with a 'protected characteristic'. The protected
characteristics are:
• age
• disability
• sex
• gender reassignment
• marriage or civil partnership status
• pregnancy or maternity
• race
• religion or belief
• sexual orientation.
You have the right to be treated fairly and be routinely involved
in decisions about your treatment and care.
You can expect to be treated with dignity and respect.
You will not be discriminated against on any grounds.
You have a responsibility to treat other patients and our staff with
dignity and respect.

Disabled patients and people with Additional Needs
Our facilities for patients include drop off points and disabled car
parking spaces with wheelchair accessible entrances.
If you have any additional needs, including a learning disability or
communication support need, please talk to the Nurse or Midwife
in charge of the ward.
Each ward has a Matron who is responsible for making sure that
we provide the right support for anyone with a learning disability.
If you want to speak to a member of staff about any additional
needs or support please do not hesitate to ask.
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Interpreting service
This service is available to all patients who require help with
interpretation whose first language is not English. This includes
British Sign Language (BSL) interpreters or providing other
communication support such as lip-speakers or information in
Braille. Please ask a member of staff if you or your family require
this service.

Privacy and dignity
We will do all we can to respect your privacy, dignity, religious
and cultural beliefs. In return we would like you to think about
other people around you and their comfort, privacy and beliefs.
We are working hard to make sure that wherever possible, men
and women do not have to share the same sleeping
accommodation, toilets or bathing/showering facilities.
Sometimes this can’t be avoided, for example in a life-threatening
emergency or where one-to-one or close observation is needed
for a period of time such as in the recovery area after surgery.
There are some areas such as Intensive Care, High Dependency or
Cardiac Care units where same sex accommodation is not possible
because of the specialist clinical care needed.

Chaperones
A chaperone is someone who accompanies another person so they
can witness what happens, and support a patient during an
appointment or consultation. Chaperones have been used for
many years in healthcare. You may want or need a chaperone
during your stay in hospital.
Often chaperones have been females accompanying male doctors
and other medical professionals, but you can ask for a chaperone
even if the member of staff is the same sex as you.
Chaperones help to protect the patient’s safety, privacy and dignity,
especially during intimate or intrusive examinations or procedures.
They can also help prevent misunderstandings about things which
may happen during clinical consultations or examinations.
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Healthcare professionals are allowed to perform an intimate
examination without a chaperone if the situation is life
threatening or speed is essential in the safe care or treatment of
the patient.
However, you do have the right to say you do not want a
chaperone. If so the reasons will be discussed with you and
recorded in your notes.

Patient confidentiality
While you are in hospital, your rights to patient confidentiality
will be respected. You will have the right to choose who
information about your condition is shared with.
Unless you give us permission to share information, we will be
unable to pass on any information to your friends and relatives,
particularly by phone. Please tell us who we can speak to about
your care.
If we cannot get permission from a patient directly, their
treatment and condition will only be discussed with their next of
kin or the person they have told us we should contact.
If we need to refer you to Community Services we will talk to you
about this first, and we will ask your permission. We only share
essential information with other agencies.
If you would like access to your medical records please speak to
the person in charge of the ward. There is more information
about this in Section E.

Being discharged from hospital
Once you are well enough to leave the ward you may be
transferred to the Discharge Lounge. The Discharge Lounge is a
special area where patients can wait for transport, prescriptions
and collection by relatives. The lounge is a comfortable
environment for patients to wait before leaving the hospital.
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The opening hours for the Discharge Lounge are Monday to
Friday 8.00 in the morning to 8.00 in the evening (excluding bank
holidays). The lounge will be staffed by experienced qualified
staff. They will work with ward, ambulance and pharmacy staff
to make sure that the last step of your journey within the Trust is
a positive experience.
You will be collected from your ward by Discharge Lounge staff
who will help you pack your belongings. On arrival at the
Discharge Lounge you will be offered refreshments and
sandwiches whilst you wait with us. We have a comfortable
lounge area with a television and daily papers available.
Experienced staff will be available to answer any questions you
may have about your discharge and any further appointments
you may need. They will make sure you have the right
discharge medication and are discharged safely and as quickly
as possible.
You will be given a discharge summary letter to take home. This
includes information about your stay in hospital. It also includes
information for any healthcare professional involved in your care
when you leave hospital. A copy of this will be sent to your GP.
A booklet is available ‘Planning your discharge from hospital’.
This booklet provides detailed information for patients, relatives
and carers. Please ask a nurse or member of staff if you would
like a copy of this booklet.
After you are discharged you may need to come back for an
appointment as an outpatient for review or further treatment. If
you need transport to this appointment please tell a member of
staff before you are discharged so we can make sure the right
transport is organised. We can only arrange transport for patients
where there is a clinical need for this. If transport has been
booked but you no longer need it please call 0845 1203189 to
cancel it.
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Medical Certificates
If you need a medical certificate for your employer or other
reason to cover the time you are in hospital, please ask a member
of the ward staff to arrange this for you.
Once you go home please talk to your GP if you are not going
straight back to work and need another medical certificate.

Benefits and Pensions
There is a leaflet called ‘Help if you are ill or disabled’ - reference
number DWP014 - which can give you more information about
whether your benefits, pension or tax credits might be affected by
being in hospital.
You can get this leaflet from your local Department of Work and
Pensions (DWP) office or Citizens Advice Bureau (CAB). You can
call Bradford CAB on 0344 245 1282 and find other local CAB
information at: www.citizensadvice.org.uk/about-us/contact-us/
The national website benefits page for the CAB is:
www.citizensadvice.org.uk/benefits/
You can also download this leaflet from the Gov.UK website:
www.gov.uk/government/publications/help-if-youre-ill-or-disabled
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Help with Costs
You might be able to get help with costs related to your
healthcare, even if you work. For example if you need
prescription medicines you might be exempt from prescription
charges, or be able to get help with the costs.
You might also be able to get help with travel to hospital and
other health costs. To apply for travel costs please ask at the
Cashiers office for form HC5.
There is more information about help with healthcare costs
online at:
www.nhs.uk/NHSEngland/Healthcosts/Pages/help-with-healthcosts.aspx
You can also get a leaflet on how to apply for help from our
Patient Advice and Liaison (PALS) office. Please ask for leaflet
HC11. You can also get this leaflet from your GP, pharmacy,
dentist or optician and online at:
www.nhsbsa.nhs.uk/HelpWithHealthCosts.aspx
If you have any questions about this you can call the NHS Business
Services advice line on: 0300 330 1343. Calls to 03 numbers cost no
more than a national rate call to an 01 or 02 number.
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Making decisions about your
treatment
Consent
We will ask you to agree to any form of examination, treatment
or care. This is called giving consent.
It is important that you feel you have been given enough
information before you agree to any part of your treatment or care.
You may be given written or spoken information about a
procedure that has been planned for you. The hospital provides
an interpreting service for people who do not speak English.
Please tell a member of staff if you need an interpreter or need
information in another language or format.
There are different ways you can give consent.
For example when you offer your arm to a nurse when they ask to
take your blood pressure you are giving implied consent even if
you don’t say anything.
Sometimes you will give spoken consent and other times you will
give written consent.
A health care professional will explain the risks and benefits,
advantages and disadvantages, of the treatment or examination
so that you have all the information you need to make a decision.
This is called informed consent.
Written consent means you will sign a consent form. This is a
written record confirming that you agree to treatment. The
possible risks and benefits of the treatment must be stated on the
consent form and you should read it before you sign it.
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If there is anything you do not understand or have a question
about please tell the person who has asked you to sign the form
so they can help you. You can ask for more information, change
your mind or refuse consent at any time.
You can ask us for copies of your consent form if you would
like one.

Decisions about Cardio-Pulmonary
Resuscitation (CPR)
When you are in hospital we may talk to you about CPR. CPR can
be needed if someone’s heart and breathing stop. It is the
consultant’s responsibility to decide if staff should try to restart
someone’s heart and breathing. In an emergency, if the
consultant is not immediately available, the medical team will
make this decision.
Sometimes giving CPR may not be the best thing to do – for
example it could mean someone suffers longer or would have a
severe disability.
Your wishes are very important and we will consider them if we
need to make that decision. We will also take into account what
your family, friends or advocates think if you want them to be
involved in the discussions about this.
This is an important issue and you may need time to think about it
or discuss it with others. You can also change your mind about
this – how you feel now might change – if you do change your
mind please make sure the healthcare team looking after you
know about this.
There is more information about this in the leaflet ‘What happens
if my heart stops’. Please ask a nurse or doctor if you would like a
copy of this leaflet.
If you have any questions or worries about this please tell your
consultant or the nurse looking after you.
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Overseas visitors
The NHS provides healthcare for people who are usually resident
in the United Kingdom. People who do not normally live in this
country are not automatically entitled to use the NHS free of
charge, no matter what nationality they are or if they hold a
British Passport. There is a legal obligation on Bradford Teaching
Hospitals to check if people are normally resident in the UK.
Guidance from the Department of Health (Implementing the
Overseas Visitors Hospital Charging Regulations - August 2011)
states that all NHS Trusts have a legal obligation to ensure that
patients who are not ordinarily resident in the UK are identified
and to assess their liability for charges in accordance with the
regulations.
If they are not ordinarily resident in the UK then charges may be
applicable for NHS services provided. When this is the case the
Foundation Trust must charge the person liable (usually the
patient) for the costs of the services. You will be visited by the
Overseas Visitors Officer, who will assess your eligibility for
treatment and where necessary quote you for the cost of your
hospital stay.
If you have any queries you can contact the Overseas Visitor
Team staff on:
01274 274935 or 01274 276093 during office hours Monday-Friday
Outside office hours 07779024427
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Keeping you safe and well
during your stay
We want you to be and feel safe while you are in our hospitals.
Please help us to help you.

Allergies
The medical and nursing staff need to know straight away if you
have any allergies. Please tell them when you are admitted about
any allergies you have.

Wristbands
Everyone, including babies and children, admitted to the hospital
has to wear a wristband all the time. The wristband shows
important information about you so we can check your identity
and make sure you are getting the right care.
If you have an allergy you will need to wear a red wristband. This
is to increase safety by making sure staff can see straight away
that you have an allergy.
If you don’t have a wristband please ask us for one. If it comes off
or it is uncomfortable please tell us so we can replace it.

Medicines
Please give all the medicines you usually take to the staff when
you come into hospital. This includes anything you have bought
from the chemist or a health shop.
If we use these while you are in hospital we will make sure you
have enough to go home with.
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Some patients may be able to keep their medicines with them please talk to the nurse in charge about this.
Your medicine might be changed while you are here. We will tell
you about this and make sure your GP knows about it.

Leaving the ward area
Please do not leave the ward without talking to the staff about
it first.
We cannot look after you if we cannot see you.
You will need to be available, sometimes at short notice, to:
• see your doctor
• have regular observations (pulse, blood pressure,
temperature and so on)
• get the medicine and treatment you need
• have tests
• make sure you are not becoming unwell
• make sure you are not having any side effects of treatment
Please do not leave the ward at all at night time, for your own
safety. If you do, please speak to the person in charge so that
they know where you are.

Moving Wards
Sometimes you will begin your treatment in a specialist area.
There can come a point when you no longer need to be looked
after there and we may need to move you to another ward in the
hospital or another place which provides healthcare. We will
make sure that the place you are moving to is suitable for you.
The reasons for you being moved should be clearly explained to
you. If not, or if you have any questions or worries, please speak
to a member of staff about this straight away.
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Safeguarding Adults
Safeguarding is everyone’s business. There are many different
types of abuse:
• physical
• domestic violence
• sexual
• psychological/emotional
• financial/material
Abuse also includes neglect and self-neglect, modern slavery,
discriminatory abuse, hate crime and organisational abuse (for
example neglect and poor practice in an institution or care setting).
Adult abuse can happen to anyone aged over 18. Some adults
find it harder to get help and may be more at risk of harm, such
as those with:
• a disability
• a mental health condition
• a temporary or long term illness or frail older people.
Informal carers such as partners, relatives or friends can also get
help if they are being abused.
If you think you or someone you know is experiencing abuse
please report it. You can report it to the nurse in charge who can
contact the right person to help on your behalf.
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Safeguarding Children
Safeguarding Children is everyone’s responsibility. All members of
the community, including professionals and the public can help.
Every child has the right to be safe from physical/sexual/emotional
abuse or neglect.
If you are worried that a child may be at risk of, or experiencing
abuse or neglect on Trust premises, or under our care, please
report it to the Nurse in Charge.
If you have concerns about a child in any other environment, you
can find other information on the Children’s Social Care website:
www.bradford.gov.uk/bmdc/health_well-being_and_care/child_
care/safeguarding_children/safeguarding_children.htm
You can also phone 01274 437500 if you think a child may be
at risk of abuse.

Visitors
Having visitors can be very good for you and help you to recover.
All our wards have visiting times of 2.00 until 5.00 in the
afternoon and 6.00 until 7.00 in the evening where we look
forward to meeting your visitors. If for any reason these times are
not suitable please talk to the nurse in charge of your care.
We also protect mealtimes. Whilst visiting times coincide with a
mealtime we ask visitors to respect the protection of this time.
Visitors may be asked to wait away from bedside during the
meal service.
When everyone has visitors the ward can easily get noisy and
crowded and this can disturb some patients, especially those who
might be more seriously ill and need to rest more. So please do
not have more than 3 visitors at once. If a patient has too many
visitors we will ask some of them to leave the ward area.
Please ask your visitors to think about other patients so that
everyone gets the rest and privacy they need.
Please remind your visitors to wash or gel their hands before
coming into the ward and when they leave.
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Please ask your visitors not to sit on beds – this can spread germs –
there are chairs available on and around the ward. Please ask a
member of staff to help them get a chair if necessary.

Slips, Trips and Falls
A patient having a fall in hospital is the most common type of
patient safety incident. We keep records of all slips, trips and falls.
Most of these are not serious but even a fall that does not cause
an injury can be upsetting, affect your confidence or make it more
difficult for you to move about.
You can help to prevent yourself having a fall by doing these things:
•

•

•

don’t try to walk on your own if
you feel dizzy, weak, tired or just
not very well
if you have a bed rail please don’t
try to get out of bed until this has
been lowered – use the nurse call
bell so a member of staff can do
this for you
use the nurse call bell if you are
not sure you can manage on your
own – it might take a few minutes
to answer this, so please don’t
wait till the last minute to let us
know you need some help

•

if you have been given walking
aids please use them

•

wear slippers that fit well, have a
non-slip sole and no laces that you
could trip over

•

•

make sure you know where to go
- please ask if you are not sure

•

if you need to carry something
please ask for help if you feel a bit
unsteady on your feet at all

•

if you have a catheter bag make
sure it is fitted properly to your leg
and can’t trip you up – staff will
check this for you if you ask them

•

make sure pyjamas bottoms are
not too long and are tied properly
so they stay up

•

if you need to use a commode,
don’t try to get on and off it on
your own. Using a commode
means you will need some help
so please use the nurse call bell
so we can help you

•

if you see someone else
struggling who might fall please
call the nurse straight away

wear your glasses so you can see
clearly
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Flowers
Please ask your visitors not to bring you flowers. There is not
enough space around the beds or on the wards for these. If
someone wants to send you flowers please explain that you will
be able to enjoy them more at home.

Hospital Security
Bradford Royal Infirmary entrances are locked from 9.00 in the
evening until 6.30 in the morning. The only way into the hospital
after 9.00 in the evening is through the main entrance. All visitors
should use this entrance during that time.
St Luke’s Hospital ward entrances are locked from 8.00 in the
evening until 6.00 in the morning. The Horton Wing entrance is
locked from 10.00 at night and monitored from the reception desk
at all times. If you need to get into the Horton Wing after 10.00 at
night there is a video-link buzzer system at both entrances.

Aggressive and anti-social behaviour
We do not tolerate any kind of anti-social behaviour, aggressive
behaviour, violence, verbal or physical abuse or discrimination.
This applies to everyone – staff, patients or visitors.
If someone behaves like this we will record it and we will take
action. We will call the police if necessary.

Smoke-free NHS
It is NHS national policy to not allow smoking anywhere on NHS
sites. We do provide smoking areas away from the buildings –
please only use these areas if you have to smoke.
If you smoke anywhere else you will be asked to stop and we
expect you to be polite and do as you are asked straight away.
We will be happy to help you get support to stop smoking –
please speak to any of the nursing staff if you would like to know
more about this.
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Preventing Infection
We take this very seriously, and we hope you will too.
We have policies and procedures to help us prevent the spread of
infection to our patients and a specialist infection prevention
team who provide help and support.
Patients and visitors have an important part to play in helping us
stop infections that can spread in hospitals such as MRSA, C Diff
and others. These are called healthcare associated infections.
Here’s how you and your visitors can help:
• Keep your hands and body clean. Bring in your own toiletries
and try not to borrow these from other patients
• Always wash your hands thoroughly with soap and water after
using the toilet, commode or bedpan
• If you can’t reach a sink, ask one of the nurses to bring you
hand wipes
• Wash your hands or use hand wipes before and after you eat
• Make sure you see hospital staff washing or gelling their hands
before they examine you or carry out a procedure. If you
don’t see them doing it please ask them if they have. This is so
they do not transfer any harmful bacteria (germs) to you when
they touch you
• Remind your visitors to use the hand gel at the ward entrance
before they come in and when they leave the ward. If any gel
containers are empty please tell the nurse in charge
• Your bed and ward area should be cleaned regularly. If you or
your visitors are not happy with how clean your bed or ward is,
or think something has been missed, please speak to the nurse
in charge or ask to speak to the Matron
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• Try to keep the top of your locker as clear as possible so it can
be cleaned properly
• If any of your visitors don’t feel well and might have an illness
that could spread to others (for example a cold, virus, tummy
bug) please ask them not to visit till they have been free of
symptoms for 48 hours
• Children and babies often have infections that can be easily
passed on to others. For this reasons it is better if they don’t
visit. If you are unhappy about this please talk to the nurse
in charge
• If you have any worries about infection prevention you can
speak to the Matron or call the Infection Control team on
01274 364049.
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Services and Facilities for
Patients and Visitors
Interpreting service
This service is available to all patients who require help with
interpretation whose first language is not English. This includes
British Sign Language (BSL) interpreters or providing other
communication support such as lip-speakers or information in
Braille. Please ask a member of staff if you or your family require
this service.

Advice, Support and Complaints
If you are unhappy or have any questions or worries while you are
in hospital please tell a member of staff about it straight away.
Often we can sort things out immediately. All our staff will listen
to your views or worries professionally and sympathetically. Your
care will not be affected in any way.
If you feel that the matter has not been sorted out please ask to
speak to the matron on duty. They will visit you and help solve
any problems you are experiencing.
A booklet called Tell Us What You Think is available on every
ward. This explains more about the Patient Advice and Liaison
(PALS) service, how to make a complaint, and how to give us
other feedback, including compliments. There are also Tell Us
What You Think quick comment cards available.
If you cannot see these, please ask a member of staff to get one
for you.
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Patient Advice and Liaison Service (PALS)
Whether you are a patient, relative or carer, the Patient Advice
and Liaison Service (PALS) is here to help you to raise your
concerns or to get advice or information. Anyone can get in
touch with PALS for information and advice. The service is
confidential.
The service covers all our sites and services including community
hospitals and outpatients services. There are offices at Bradford
Royal Infirmary and St Luke’s Hospital. If the office is closed
please call the numbers below. If the St Luke’s office is closed calls
will divert through to the main office at BRI.
PALS can provide:
• information about all NHS services across West Yorkshire
• help you to sort out any concerns as quickly as possible
• listen to what you have to say about the Health Service
• make sure the NHS finds out from you what works and what
needs changing
• advice if you wish to make a complaint
• some incidents can be more serious and need a full
investigation. You can tell us about these either in person, on
the phone or in writing
Opening hours are Monday to Friday from 8:30 in the morning to
4:30 in the afternoon. If you would like to meet with a PALS
officer please call to make an appointment.
The phone numbers for PALS are:
Bradford Royal Infirmary
St Luke’s Hospital

(01274) 364021
(01274) 365853

Please do leave a message with your contact number if no one is
available to take your call. One of the PALS officers will get back
to you as soon as possible.
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A PALS officer will make a record of your complaint and report
back to you quickly. If you are not satisfied with the outcome, you
can go on to make a formal complaint in writing to the Chief
Executive.
This will be fully acknowledged by letter, and will be followed by
a full investigation. When the investigation is concluded you will
be sent a letter of explanation.
If you would prefer to make a formal complaint straight away you
can do so. However we would encourage you to speak to the
person in charge of the ward, the Matron or the PALS service first
so we can try to deal with the matter as soon as possible.
To contact the Complaints Department, please telephone
01274 364810.
If you wish to make a formal complaint in writing this should be
sent to:
The Chief Executive
Bradford Teaching Hospitals NHS Foundation Trust
Chestnut House
Bradford Royal Infirmary
Duckworth Lane
Bradford BD9 6RJ
Please give your name, address and phone numbers in any letter
of complaint.
When we receive your letter, your complaint will be logged and
given a registration number. We will tell you what this is when
we write to acknowledge your complaint. You should use this
number in any future correspondence relating to your complaint.
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Other feedback from patients, families, carers
and visitors
We welcome both your comments and compliments on our services.
Your views are really valuable and help us to make improvements.
Tell Us What You Think booklets and quick comment cards are
available on every ward. Please ask a member of staff if you can’t
see one but want to fill one in.
We aim to deliver the highest possible standard of care with the
resources available to us. Please let us know if you are happy with
the care you receive as staff really appreciate this. It helps us to
know what matters to you and encourages staff.
You can:
• use the Tell Us What You Think cards
• write a letter to your consultant or the ward
• write to the Patient Experience Manager, The Old Laundry,
Bradford Teaching Hospitals NHS Foundation Trust, Duckworth
Lane, Bradford BD9 6RJ
• email your feedback, comments and ideas to:
patient.experience@bthft.nhs.uk
We want you to have the best care and treatment we can give
here in hospital.
We would like your help to find ways to make things better for
everyone who comes to the hospital. We ask patients and
families for their views and feedback in a variety of ways.
This includes asking patients to take part in National Patient
Surveys, or local surveys. You might receive a National Patient
Survey questionnaire in the post a few months after you have
been treated. This is confidential – we do not know who has
taken part or what they have said – so if you receive one please
do take part.
We also welcome your feedback on the NHS Friends and Family
Test which are available on every ward and department.
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The Friends and Family Test is a chance for you to tell us straight
away what we’re doing right and what we could do better – this
is sometimes called ‘Real Time Feedback’. But if you have an
urgent problem with your care, please tell a member of staff
straight away.
The Friends and Family Test asks you one important question:
‘How likely are you to recommend this hospital to your family
and friends if they needed similar care or treatment?’
The idea of this is that sometime in the future one of your friends
or family might have to get care in hospital like you today.
Would you tell them that this is a good place to come? If you
think we have done a good job you would probably tell them it is
a good place to be cared for. If you are not happy with the care
you have had, you would probably not tell them this is a good
place to be cared for.
Sometimes you can take part in
this by filling it in on a mini
computer like an iPad. Or you
might be asked to answer the
question on a postcard. If you
need any help you can ask a
friend, one of your family, a
nurse or volunteers to help.
You can write comments too if
you want to tell us how you
think we can make care better.
This will help us to see what we
are doing well and what we
need to do better. We will not
know who has written the
comment, so do not be afraid to
say what you think.
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We also ask you to tell us a few things about yourself so we know
if we are getting feedback from a good range of people. The
card does not have your name or anything to identify you on it.
We will add up all the scores for each ward or department to give
them a score. Each ward or department will have its score on
display. You can also see the scores on our website:
www.bradfordhospitals.nhs.uk
You can still tell us if you are unhappy about your care in the usual
way, and you can still thank staff if they have done a good job.
We have a booklet called ‘Tell us what you think’ which explains
how to make a complaint, or get help with a problem, or make
suggestions. Ask a member of staff if you would like this booklet.
You can find out more about the Friends and Family Test on this
website: www.nhs.uk/friendsandfamily

Patient & Public Involvement at Bradford Teaching
Hospitals
There are many ways your experience can help us to improve care
and plan services for the future.
We want to offer patients, families and carers the chance to be
involved with us in ways that work for them. We want to include
people of all ages and from across all our communities.
We also work closely with other parts of the NHS locally, with
Healthwatch and with voluntary and community organisations.
If you would like to know more about this please contact us for
more information.
Phone: 01274 383863
Email: patient.experience@bthft.nhs.uk
@bthft_voice
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Healthwatch
Healthwatch has two levels – national and local. Healthwatch
England is the national voice for people who use health and care
services. You can read more about them at:
www.healthwatch.co.uk/ You can also call them on 03000 68 3000
or email them at enquiries@healthwatch.co.uk
Local Healthwatch is all about local voices being able to influence
the delivery and design of local services. Not just people who use
them, but anyone who might need to in future.
Bradford & District Healthwatch are an independent organisation.
They aim to give people and communities a stronger voice to
influence and challenge how health and social care services are
provided in Bradford and district.
Your local Healthwatch:
• can provide information, advice and support to people about
local services
• listens to people’s views about their needs and experiences,
and make sure these views are listened to when setting up and
delivering services
• has the power to enter and view health and social care services
across Bradford district
• produces reports and recommendations which influence the
way services are designed and delivered at both a local and
national level
You can read more about them on their website
www.healthwatchbradford.co.uk
You can contact them via their website, email them on:
info@healthwatchbradford.co.uk or call them on 0300 56 10 98.
This is a local rate number - calls to 0300 numbers are included in
mobile phone allowances.
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Chaplaincy Service
The chaplaincy team offers confidential support to all patients
and staff – to those with a faith and those who do not have a
religious faith, or are unsure. You may just want to talk to
someone about personal or emotional matters.
There are team representatives from the Christian, Muslim, Hindu
and Sikh faiths and a team of multi-faith visitors who try to visit
all wards.
A representative from your own faith community can visit by
contacting the chaplaincy team – please speak to the nurses first.
There is a multi-faith Place of Worship in the Horton Wing at
St Luke's Hospital, and there is a Chapel and a Prayer Room on
level 1 at Bradford Royal Infirmary. Details of services and Jumma
prayers will be found on notice boards or may be obtained
through the nursing staff.

Telephones, TV, Radio and Internet Access (WiFi)
Telephones
If you would like to speak to your family and friends or would like
them to contact you please make use of the Hospedia bedside
unit phones which are fitted in some areas of the hospital.
Calls from the Hospedia units to UK landlines are always free, but
incoming calls are charged to the person making the call. To use
the unit you need to register your name and Date of Birth on the
unit – if you need help with this please ask.
Mobile phones can be used in most areas of the hospital but
reception may be limited. In some areas, mobile phones should
not be used as they interfere with vital monitoring equipment.
Please discuss using your mobile phone with a member of staff.
Before charging your mobile please ask a member of staff to
arrange an electrical safety test.
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Making calls late in the evening or early in the morning, or talking
too loudly can disturb people. Please think about the other
patients around you who may be more unwell than you or tired.
You must not use any mobile phone or other device to take
photographs, videos or other such recordings of other patients,
visitors or staff. You must not publish any images or recordings on
the internet including social media without the explicit consent of
those shown in them, including anyone in the background.
In areas where there are no bedside telephones and you do not have
a mobile, please ask staff if you need to make an important call.
TV & Radio
The Hospedia Unit also provides TV, movies and radio at your
bedside. To use any of the Hospedia services please register your
name and date of birth on the unit. If you need help to do this
please ask a member of staff.
The radio service on the unit is free at all times.
You can also view TV free on Channels 1 – 5 from 8.00 in the
morning to 12.00 noon every day. To view TV at other times, or
movies, you will need to purchase a pre-payment card from the
machines in the hospital, or buy a package with a debit or credit
card by calling Hospedia using the operator button on the unit.
These packages are available for different lengths of time. If you
go home or are transferred to another hospital before your
package has run out, you can be refunded for unused days.
You can call Hospedia free on 0845 414 1234 or use the operator
button on the unit.
Internet/Wifi
Internet access is available on free Wifi throughout the Trust. To
use this, look for the WifiSpark connection and connect to it.
Then open your web browser (Internet Explorer, Firefox, Chrome
etc) and this will take you to a page to register a few basic details.
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Receiving post
Post is delivered each morning. Your post will be redirected if you
move wards or to a different hospital. It will also be redirected if
you are discharged home.

Food and Drink Facilities
The Trust encourages a procedure of protected meal times for
patients. This is to make sure that patients are getting the
opportunity to eat their meals without being interrupted.
Visiting during mealtimes is discouraged, except where visitors are
there to help a patient with eating and drinking. If you want to
discuss this please talk to the nurse in charge of the ward.
The Trust offers full and varied menus for both adults and
children. A full range of hot and cold foods are available on both
the adults and children’s menu including lighter options such as
soups, sandwiches, jacket potatoes and salads. You will be asked
to choose foods to suit you from the menu.
Meals are served three times a day unless you have been told not
to eat and drink anything. Hot meals are offered twice daily on
most wards. You will also be offered a range of hot and cold
drinks regularly throughout the day. We can provide fruit/herbal
teas from a central stock on request, but you may want to bring
your own into hospital if this is the only kind of hot drink you like.
A snack box is provided for patients who have missed a meal due
to being admitted late or because they have been in theatre or
elsewhere in the hospital. If you have missed a meal, please do let
the staff know so they can arrange some food for you.
If you have any specific dietary requirements then you should
discuss this with the nurse in charge when you are admitted. If
necessary, they can arrange for a member of the catering staff or
dietetic service to talk to you in more detail.
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Each ward varies slightly to when the meals arrive, however they
are usually served at around 8.00 in the morning, 12.30 in the
afternoon and 5.00 in the evening.
There is a cafeteria at BRI Level 1, near Main Reception, which is
open to the public between 7.30 in the morning and 2.30 in the
afternoon from Monday to Friday. There is also a cafeteria on
Level 0 of the Horton Wing at St Luke’s, which sells snacks and
drinks between 11.30 in the morning and 1.30 in the afternoon.
There is also a coffee shop near the main entrance at BRI which is
open daily from 7.30 in the morning until 7.00 in the evening
which sells a variety of snacks, confectionary and cold drinks.
There are also vending machines and other places where you can
get light refreshments – please ask staff.

Guidance for visitors – foods suitable to bring in to
hospital
People who are unwell are more likely to pick up infections from
food and also more likely to get serious infections. Many patients
are less able to fight off the effects of food poisoning because
their illness or treatment might affect their immune system.
You may want to bring in some food as a gift for someone you
are visiting. However, many patients are on special diets, so
always check with the Ward Sister that your gift is suitable for the
person you are visiting. For these reasons, food brought in should
not be shared with other people on the ward.
To help you choose safely we have prepared a list of suitable
foods. Please note that we are not allowed to heat up any food
brought into the hospital.
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Suitable foods
These foods are unlikely to contain germs that cause food
poisoning.

Food Item

Additional Information

Fresh fruit

Please wash the skins

Drinks

Fruit juice, cordials, squashes and
glucose drinks, fruit /herbal teas

Preserves

Jams, marmalade and spreads

Savoury snacks

Crisps, nuts, pretzels, Bombay mix

Biscuits

All kinds are suitable

Confectionery

Chocolates, boiled sweets

Cakes and buns

Plain or fruit cakes. Cakes or buns
with cream or custard in them
(e.g.Vanilla Slices or Trifle) are not
suitable to bring in to hospital
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Unsuitable Foods
These foods are not recommended for hospital patients/residents
unless they have been prepared in hospital kitchens.
If you bring in food like this, they must, where possible, be eaten
during the visit, and eaten only by your own relative or friend,
not shared with other people on the ward.
These foods should not be stored or re-heated in microwaves on
the ward to reduce the possibility of food poisoning.
If the Ward Sister/Charge Nurse gives consent for food storage, it
must be labelled with the patient’s name and date before it is put
in the fridge. The food should be disposed of if it is not eaten
within 24 hours.

Food Item

Additional Information

Sandwiches

Sandwiches containing cooked meats,
fish, eggs or other protein fillings are
more likely to contain bacteria that can
cause food poisoning

Pies, pastries, scotch
eggs etc

Meat products like these are more
likely to contain bacteria that can
cause food poisoning

Drinks

Any drinks containing alcohol

Cakes and buns

Cakes or buns with cream or custard in
them (e.g. Vanilla Slices or Trifle) are
not suitable to bring in to hospital
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Travel Information
We encourage patients and visitors to consider travelling by bus,
cycling or walking, where possible. Exercise improves health and
fitness. Cycling and walking is free and reduces congestion and
air pollution. There is cycle parking close to entrances.
Buses
This information is correct at the time of going to print but may
change. You can contact MetroLine on 0113 245 7676. This
helpline is open between 7.00 in the morning and 10.00 in the
evening, seven days a week, except Christmas Day, Boxing Day
and New Year's Day.
You can also check hospital bus travel information on the Metro
website at: www.wymetro.com/howtogetto/Hospitals/
Bradford Royal Infirmary
Main services are:
617, 618 via Duckworth Lane
621 via Smith lane
680 from Bingley via Manningham and Heaton
St Luke’s Hospital
Main Services are 268/268A, 571, 845, 846 from the Interchange.
Other services are 640/641 Buttershaw via Five Lane Ends and
Hall Ings/Bridge Street near City Park
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Car Parking
Pay and Display
Visitors should use the Pay & Display areas provided at each
hospital site. You are advised to bring loose change for the Pay
& Display ticket machine. We understand that there are times
when car parking is limited and are committed to improving car
parking facilities.
However you may want to allow some extra time to find a
parking space, especially as this may not be at the nearest
entrance to the area you are visiting.
If you are a visitor and concerned about running out of time on
your ticket because you need to be on the ward, please talk to a
member of staff.
A fixed penalty charge system is in operation for any vehicle not
parked according to the regulations on the notice boards in the
parking areas.
If you do receive a parking ticket the charge is less the quicker it
is paid. If paid within 7 days the charge is £15. If an appeal is
made, the process will be put on hold until a decision on the
appeal is made.
Concessionary/Free Car Parking Permits
Concessionary car parking permits are available for people who
have to attend the hospital as a patient or a visitor regularly or
frequently, at a reduced cost. This concession is only available to
one visitor per patient.
The nearest relative or friend can purchase a permit after having
visited a patient for over seven days. However free parking is
available if you are visiting someone who is at the end of their
life. There is more information below about this.
Parents of babies in the Neonatal Unit do not have to wait for
seven days, they can apply for concessionary parking from the day
their baby is admitted.
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These permits can also be given to patients whose treatment
requires them to attend a clinic or ward repeatedly.
A form is available from the PALS office and may be available on
the ward – please ask a member of staff. The form should be
completed and authorised by the Ward Sister or Matron and
given back to the patient or visitor.
Once it has been authorised, take this form to the PALS Office at
BRI or St Luke’s (Horton Wing Level 1) where temporary parking
permits can be purchased. These are valid for Pay & Display areas
for both BRI and St Luke’s. The St Luke’s office opening hours are
more limited than BRI – if it is not open when you call please go to
the Main Reception desk near the PALS office for further advice.
Relatives visiting patients who are in their last days of life are
entitled to free parking. Please ask the staff on the ward to fill in
the form for you and take this to the PALS office (opening hours are
Monday to Friday 08.30 in the morning till 4.30 in the afternoon).
The PALS team will give you a permit to display in the car.
Disabled Badge Holders
Our facilities for patients include drop off points and disabled car
parking spaces with wheelchair accessible entrances.
Blue badge holders can park free of charge in the Disabled or the
Pay & Display areas as long as you display the badge. The Trust
operates a fixed penalty charge system if you park in any areas
apart from these.
Please note that you must not park on double yellow lines
anywhere within the grounds, even though this is allowed on roads.

Security
The Trust will not accept responsibility for any loss or damage to
vehicles while they are parked on the hospital site. Please
remember to check your vehicle is left secure and all personal
items are out of sight and ideally locked up.
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Your Health Records
Why we collect information about you
When you see a doctor, nurse or any other health professional we
ask you to give us information about yourself. This helps us decide
with you what treatment is best for you. We keep a record of any
relevant information, which may be written down or held on
computer. This is then known as your health or medical record.
Your medical record may include:
• basic details about you, such as name, address, date of birth,
NHS number and next of kin
• contacts we have had with you, such as clinic visits
• details and records about the treatment and care you receive
• results of investigations, such as X-rays and blood tests
• relevant information from other health professionals, relatives
or those who care for you
• different health professionals involved in your care will make
their own notes, so you may have records in different parts of
the NHS.
Your records are used to:
• provide the healthcare professionals involved in your care with
information to assess your health and decide with you what
care you need
• make sure full information is available should you be referred
to another part of the NHS
• help assess the type and quality of care you have received
• make sure any concerns you may have can be properly
investigated.
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Your records may also be used to help:
• look after the health of the general public
• make sure our services can meet patient needs now and in the
future
• prepare statistics on NHS performance
• review the care we provide to ensure it is of the highest
standard
• teach and train health care professionals
• carryout health research and development
• pay your GP, dentist and hospital for the care they provide.
• audit NHS accounts and services
• investigate complaints, legal claims or incidents.
How we keep your records confidential and secure
You may be receiving care from other people as well as the NHS
(for example Social Services). We may need to share some
information about you so we can all work together to improve
your care.
We will only use or pass on information about you if others
involved in your care have a genuine need for it. We will make
sure it is kept confidential and secure.
We will not usually share your information with other people or
organisations without your permission. We would only do this
without your permission if we really needed to. For example if
the health or safety of someone else is at risk or where we are
required by law to do so.
If we do need to share your information we will ensure it is
kept secure.
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We are required by law to report certain information to the
appropriate authorities. This includes:
• notification of new births
• if someone has an infectious disease which might put the
safety of others at risk, for example meningitis or measles (but
not HIV/Aids)
• where a formal court order has been issued.

How to access your records
You have the right to see or receive a copy of your medical
records.
You also have the right to have any part of it you do not
understand explained to you.
We can sometimes arrange for you to have informal access to
your records. You can only have informal access to your records
on the ward if your Doctor gives permission and a staff member is
available to sit with you to explain anything you do not
understand. Please speak to the nurse in charge of the ward or
ward manager if you would like to discuss this.
However you may need to make a formal request in writing on
the Trust’s Access to Health Records application form.
If you want a copy of your records you will need to make a
formal application.
You can get this form from:
• the Main Reception desks at BRI or St Luke’s
• the PALS Offices
• the Access to Health Records Office.
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Sometimes we may refuse to give you access to some, or all, of
your information. There has to be a good reason for this.
For example if seeing it would:
• cause serious harm to your health
• breach someone else’s right to confidentiality
• identifies another person who has not consented to you seeing it.
For more information about accessing your records please contact:
The Access to Health Records Service
Medical Records Library
St Luke’s Hospital
Little Horton Lane
BRADFORD
BD5 ONA
Tel: 01274 365883 / 01274 365885 / 01274 365813
Email: ATHR.office@bthft.nhs.uk.
A small charge may be made for this service up to a maximum of
£50 for live patients. Under the Access to Health Records Act 1990
for deceased patients no upper limit is set for the cost.
Further information
If you would like to know more about how we use your
information or if, for any reason, you do not want your
information to be used in any of these ways, please speak to the
health professional concerned with your care.
You can also contact:
Information Governance Team
Bradford Royal Infirmary
19 - 29 Unwin Place
Bradford Royal Infirmary
Duckworth Lane
Bradford BD9 6DB
Tel: 01274 364584 / 01274 365813
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Extra Information and Updates
We hope that your stay is as comfortable as possible. The
enclosed additional resources provide extra information. If you
have any further questions or concerns, please ask a member of
staff on the ward who will be happy to help you.
We will add extra information to this section when it becomes
available. Please have a look through this to see the latest
information.
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Bradford Teaching Hospitals
NHS Foundation Trust

The Friends
and Family Test
We value your feedback, and want to make our services as good
as possible for you. That’s why we’ll be asking you the following
simple question:

“How likely are you to recommend
our ward to friends and family if they
needed similar care or treatment?”
We will ask you this question before you are discharged to help us
improve services.
You may be asked to answer this question using a hand-held
computer like an iPad, or using a postcard. If you need help to fill
it in a relative, friend, volunteer or member of staff can help you.
You can also add a comment with your ideas for how we could
improve or other feedback.

There is more information about this in the folder and at:
www.nhs.uk/friendsandfamily

Bradford Teaching Hospitals
NHS Foundation Trust

Bradford Teaching Hospitals
NHS Foundation Trust

Bradford
Hospitals
Charity
Together, putting patients first

Charity
Donations

Registered Charity No: 1061753

Making a donation

Bradford Teaching Hospitals NHS
Foundation Trust has a Charity
that is committed to increasing
public benefit for both patients
and staff. All donations received
make a real difference to our
work, benefiting patients and
staff alike. Raising extra funds
helps to enhance services,
facilities and research, from
buying incubators for our special
care baby unit to making our
hospitals more dementia friendly.

• Via our website bradfordhospitals.nhs.uk/charity
or via JustGiving (www.justgiving.com/
bradfordteachinghospital).
• Text: BHCF22 £5 (or the amount you’d like to
donate) to 70070.
• By writing a cheque made payable to: ‘Bradford
Hospitals Charity’ and sending to Bradford Hospitals
Charity, Bradford Royal Infirmary, Duckworth Lane,
Bradford BD9 6RJ.
• In person at any of the cashier’s offices. The cashier
offices are open from 8.30am - 4pm and are situated
at Bradford Royal Infirmary, near the main entrance
and St Luke’s Hospital in the extension block.
• Please leave your contact details when making a
donation. We like to thank donors personally and
keep you informed of our news and events.

How the donation is used is your choice
• We will always support the wishes of our donors to
ensure their donations are spent according to their
choice, whether this is to go to a specific appeal,
department or ward. However, we also encourage
donations to be made to the overall hospital fund so
we can support the areas which need it the most.

Gift Aid it?
• If you are a tax payer, we can claim an additional
amount for each £ you donate. Please ask for a Gift
Aid form/envelope to complete at the Cashier’s office
or on the Ward/Department.

Contact details
For further information please contact us at:
Bradford Hospitals Charity, Bradford Royal Infirmary, Duckworth Lane, Bradford, BD9 6RJ
Tel: 01274 274809 • Text Relay Phone 8001 01274 274808
Email: charity@bthft.nhs.uk • www.bradfordhospitals.nhs.uk/charity

A guide to our staff uniforms
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Clinical Site
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Domestic
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Matron

Midwife

Occupational
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Porter

Sister

Staff Nurse
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Infection Prevention
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