Patient Information Guide

Welcome
Our Chief Executive Officer, Marcus Guthrie and Director of Clinical Services, Carla Kirby
welcome you to the Mildura Health Private Hospital. This Patient Information Guide is to
provide you with information about the Hospital, answer questions and to help make your
stay with us as comfortable as possible.
The Mildura Health Private Hospital is proud to provide a high standard of medical and
surgical care over a range of health specialties. The Hospital is ISO:9001 accredited and
we are constantly working to improve the safety and quality of our services, by achieving
all components of the Australian Commission on Safety and Quality in Healthcare
Standards.
Your comments and suggestions are gratefully received and help us to continue to care
for all our patients in the best possible way.
If you need any assistance or further information during your stay, please ask one of our
staff.

Marcus Guthrie
Chief Executive Officer

Carla Kirby
Director of Clinical Services
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General Information
The Mildura Health Private Hospital is a 50 bed not-for-profit private hospital which
consists of the Banksia ward for overnight patient accommodation, a three theatre
operating suite, day procedure unit, oncology unit and consulting rooms.
The facility occupies a single level building laid out on a site of approximately one
hectare within an attractive garden setting. The hospital was established in 1985 to
provide local access to private hospital services for members of the Sunraysia
community. The Hospital has over 40 proceduralists, covering a range of services
including:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Acute Medical
Anaesthetics
Bariatric (Laparoscopic Banding, Gastric Sleeves)
Cardiology (Pacemaker)
Day Procedure Unit
Ear Nose and Throat
Endoscopy
Enhanced Care Unit
General Surgery
Gynaecology
IVF
Oncology
Ophthalmology
Oral and Dental Surgery
Orthopaedics
Pain Management
Palliative Care
Plastic and Reconstructive Surgery
Physicians
Sleep Studies
Urology
Vascular Surgery

Vision
Your health, your choice
Mission Statement
Providing life-long, exceptional health care when you need it.
Our Safety and Quality Statement
The Mildura Health Private Hospital management and staff are committed to ensuring
compliance to our Quality Management System based on ISO:9001 and the Australian
Commission on Safety and Quality in Healthcare Standards.
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Regular monitoring and reporting of outcomes is the measure of safety and quality and
is based on whether the care is:
• Safe – ensuring that harm is eliminated
• Effective – providing appropriate and integrated care that is delivered in the right
way, at the right time, with the right outcomes for each patient
• Patient centred – ensuring that our patient’s values, beliefs and their specific
situations guide the delivery of care.
All staff must understand their role and contribution to ensuring all services are delivered
as intended. Staff should meet and where possible exceed the expectations of all
stakeholders.
Address and Contact Information
Mildura Health Private Hospital
220 - 228 Thirteenth Street
MILDURA VIC 3500
Postal Address:
PO Box 751
MILDURA VIC 3502

Phone:
Facsimile:
Email:
Website:

03 5022 2611
03 5022 1286
reception@mildpriv.com.au
www.milduraprivatehospital.com.au

Ambulance
The Mildura Health Private Hospital recommends Ambulance Victoria membership
because some instances of ambulance transport costs will be the responsibility of
patients.
Balloons
The hospital allows foil balloon gifts however, latex balloons are not permitted in the
hospital due to allergy restrictions.
Call Bell
A handpiece (call bell) near your bed allows you to call a nurse for attention at any time.
Carers and Relatives
Family members may request, or be requested to stay, to assist in the patient care or
emotional support. Patients may include paediatrics (children), elderly patients in a
confused state, and terminally ill patients.
Car Parking
Free car parking for both patients and visitors is located at the front of the hospital in
Thirteenth Street. On street car parking is time restricted so please observe signs.
Complaints
You have the right to raise a concern about the care and service you receive and not be
adversely affected for doing so. Any problems you encounter can usually be resolved at
the time they occur. Should you or your family or carer have any concerns during your
stay, please speak with a staff member or ask to speak with the Nurse Unit Manager or
Director of Clinical Services. We take concerns seriously and aim to resolve them
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quickly and fairly.
Following your discharge, if you would like to discuss your hospital experience further,
please contact the hospital’s Complaints Officer, Carla Kirby. If you remain dissatisfied
with our response, you may contact the Health Complaints Commissioner. The Health
Complaints Commissioner responds to complaints about health services and the
handling of health information in Victoria. Their service is free, confidential and
impartial. The Health Complaints Commissioner can be contacted by:
Telephone: 1300 582 113
Website: www.hcc.vic.gov.au
DX Number 210182

Level 26
570 Bourke Street
MELBOURNE VIC 3000

Consent for Procedure/Treatment
Your Medical Practitioner is required to obtain your full, free and informed consent prior
to medical treatment. Your Medical Practitioner should discuss with you your present
condition, alternative treatments available and explain the nature, purpose, likely results
and risks of the recommended procedure or treatment and the consequences of refusal
of treatment.
You should be provided with the opportunity to ask questions and have them answered.
Your signature on the consent form is proof that the consent conversation took place
and you have understood and agreed.
A parent or guardian is required to give informed consent for patients under 18 years of
age unless the patient is deemed to have capacity. Your consent remains valid as long
as there is no change to your condition or to the nature, extent or reason for the medical
treatment. Development of new treatment options should be discussed with you.
Discharge
Planning for your care after discharge commences before your admission and continues
throughout your stay. Prepare for your return home by considering any extra support
arrangements that may need to be made with family and friends, transport arrangements
for day of discharge or community services and/or equipment requirements. Upon
discharge, you will be provided with patient instructions and/or relevant patient discharge
information.
Discharge is 10:00am. You may be required to vacate your room and wait in the
patient lounge area if there is a delay as your room may be booked for another patient.
With few exceptions (as in the case of infectious patients), patients have the right to
leave the hospital when they choose. This may be a serious decision when taken
against the advice of your doctor and could pose a serious threat to your well-being. If
you choose to be discharged under these circumstances, you will be asked to sign a
“disclaimer” form and the responsibility for this action will rest with you. If you proceed to
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discharge against medical advice and your condition does not improve or causes you
concern you should seek immediate medical attention.
Electrical Appliances
Personal electrical appliances are permitted for use in the hospital.
Emergency Response
The hospital has detection systems and procedures to handle any foreseeable
emergency and staff are trained in emergency procedures. There are exit signs
throughout the hospital and emergency exit plans are displayed in all departments.
In the unlikely event of an emergency we ask you to remain calm, stay in your room and
follow the instructions of staff at all times.
Feedback
Mildura Health Private Hospital aims to provide a service that more than meets the
needs and expectations of our patients. Feedback from our patients provides the
opportunity for us to review and improve on the care and service provided.
To achieve this, we ask every patient to complete a ‘Care and Service Feedback’ form
prior to discharge. We welcome comment from carers and family members using the
same format. We invite you to include your contact details should you be happy to be
contacted to participate in further consumer focused surveys.
Flowers
The hospital provides vases for flowers if required, please ask your nurse for assistance.
Please be aware that no potted plants or Liliums are allowed in the hospital.
Information about your Health Care
You are entitled to be fully informed about your medical treatment and seek a second
opinion, if necessary.
Internet WiFi Access
Mildura Health Private Hospital offers complimentary Wireless Hotspot Internet (Wi-Fi)
for patient and visitor use. Please ask hospital staff for a password.
Interpreter Services
Your carer, family member or support person is encouraged to accompany you to assist
if necessary. A telephone interpreter service can also be arranged if required. Please
notify hospital staff should you require an interpreter.
Laundry
Please send any laundry home with relatives or friends as we do not have an onsite
laundry.
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Meals and Meal Times
All menus are compiled by our Chefs in consultation with a Dietitian, assuring your
dietary and nutritional needs are met. Vegetarian and Children’s menus are available.
Special dietary needs such as gluten free and lactose or other intolerances are also
catered for so please speak with the catering staff regarding your requirements.
Breakfast
7:30am
(8:00am
weekends)

Morning Tea
10:00am

Lunch
12:00 noon

Afternoon Tea
3:00pm

Dinner
5:30pm

Visitors (up to two per patient) may order a meal and dine with you in your room, or
alternatively in the hospital courtyard. Visitor meals are reasonably priced and can be
ordered and paid for at Reception. Please order your visitor meals prior to 11:00 am for
lunch and 4:00 pm for dinner.
Mobile Phones
Mobile phones are permitted within the hospital. Mobile phone etiquette should be
observed.
Newspapers
You will receive a complimentary Sunraysia Daily each day. Other newspapers and
magazines can be ordered for you and charged to your account which is payable upon
discharge.
Pastoral Care
Should you require a Pastoral visit please ask nursing staff to arrange this for you.
Clergy are able to visit you only with your prior permission.
Payment of Accounts
An estimate of fees will be provided to you prior to admission, indicating potential “out of
pocket costs”. Whilst every effort has been made to provide an accurate estimate of the
expenses you may incur additional costs are sometimes incurred during your hospital
stay. The actual expense may differ for a number of reasons which may include the
Doctor varying the proposed treatment, procedure or length of stay. Fees not paid upon
admission are required to be paid prior to discharge.
It is also important that you understand and are aware of any likely out of pocket
expenses you may incur from your surgeon/specialist or anaesthetist and you should
discuss this with the doctors involved in your care. Separate to your hospital account,
you may also receive invoices from one or more of the following:
Surgeon/Specialist
Radiology
Physician/Assistants
Pathology
Anaesthetists
Pharmacy
Allied Health professionals Hire of physical aids
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Privacy
Mildura Health Private Hospital is committed to upholding the dignity of each person.
We will manage your personal information in accordance with the Australian Privacy
Principles. Our patients can feel safe in the knowledge that we safeguard their personal
health information ensuring that confidentiality is respected and information is stored
securely.
How can I access my information?
If you would like a copy of your health information, you will need to fill in a Privacy
Information Request form available from the hospital’s Privacy Officer (fees may apply).
You can contact the Privacy Officer on (03) 5022 2611.
Private Blend Café
The Café is open to the general public and hospital customers and provides barista
made coffee, morning tea, lunch and afternoon tea. The opening hours are from 8.30am
to 2.30pm, weekdays.
Public Transport
A public bus stop is located at the front of the hospital.
Risk Prevention
We see your medical care as a partnership with us and our aim is to ensure you are as
safe and comfortable as possible during your stay. Please take the time to read our
brochure If It matters to YOU, It matters to us, which explains some of the most common
risks to patients, and how to prevent them.
Smoking
The Mildura Health Private Hospital is a smoke free hospital.
Taxi
Receptionist staff will assist you to contact the Taxi service of your choice should you
require one.
Telephones
Telephones are available at each bedside. All local calls are free of charge however
long-distance calls or calls to mobile phones will be charged to your hospital account.
To place a call, lift the receiver, dial “0”, and on hearing the dial tone proceed with your
number. All outgoing calls are registered automatically at Reception. Dial 9 for
switchboard assistance.
Direct dial facilities are available for your family and friends to call you by dialling 5023
98 plus the last two digits of your extension number, please ask staff for your number.
Hearing impaired telephones are available on request.
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Television
The television includes all free-to-air television and radio channels.
Valuables
Please do not bring valuables to the hospital. The hospital does not accept
responsibility for loss or damage to valuables. Please name mobility aids that you bring
in to hospital.
Veterans
Mildura Health Private Hospital has a Tier 1 rating with the Department of Veterans
Affairs. Our Veterans’ Liaison Officer can assist veterans and their families so please
enquire with your nurse for further information. The Department of Veteran’s Affairs
provides a feedback questionnaire for each overnight patient to complete. We
encourage you to complete the questionnaire as your feedback is important to DVA.
Vending Machine
A snack and drink vending machine is available for both patients and visitors to access,
please enquire with staff as to the location.
Visiting Hours
Visitors are welcomed at any time at the discretion of the ward staff. Please consider
other patients’ needs when enjoying the company of your visitors.
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The Australian Charter of Healthcare Rights
Mildura Health Private Hospital operates under the following National Safety and Quality
Health Service Standards. The Hospital is externally audited for compliance against
these Standards.
National Safety and Quality Health Service Standards

Clinical Governance
This standard aims to ensure that there are systems in place within the hospital to maintain
and improve the reliability, safety and quality of health care. It recognises the importance of
governance, leadership, culture, patient safety systems, clinical performance and the patient
care environment in delivering high quality care.
Partnering with Consumers
This standard aims to ensure that consumers are partners in the design, delivery and
evaluation of healthcare systems and services; and that patients are given the opportunity to
be partners in their own care. It recognises the importance of involving patients in their own
care and providing clear communication to patients.
Preventing and Controlling Healthcare Associated Infections
Infection prevention and control aims to create safe healthcare environments by minimising
and where possible preventing infections from occurring. Remove germs by hand washing or
using hospital provided hand rub. Visitors and staff should use the hand rub when arriving
and leaving your room.
Medication Safety
This standard aims to ensure that clinicians safely prescribe, dispense and administer
appropriate medicines, and monitor medicine use. It also aims to ensure that consumers are
informed about medicines, and understand their own medicine needs and risks. Hospital staff
will ask you which medicines you take at home - either prescribed or from your pharmacy or
health store. Let us know of allergies or reactions to medicines or food. Before you go home
you can ask staff for written information about your medicines.
Comprehensive Care
This standard aims to ensure that patients receive comprehensive health care that meets their
individual needs, and considers the impact of their health issues on their life and wellbeing. It
also aims to ensure that risks of harm for patients during health care are prevented and
managed through targeted strategies.
Communicating for Safety
This standard aims to ensure there is effective communication between patients, carers /
families and health care teams to support continuous, coordinated and safe care for patients.
You can expect that staff will update you and involve you on a regular basis so that you know
what is going on and your healthcare needs are met.
Blood Management
Blood is a valuable and limited resource and treatment with blood can be lifesaving.
Comprehensive national regulations cover all aspects of blood donation and processing of
blood and blood products. This standard aims to improve outcomes by using strategies that
optimise and converse blood supplies, as well as ensuring that any blood and blood products
that patients receive are safe and appropriate. Information on the risks and benefits of blood
is available so ask your nurse or doctor if you would like more information.
Recognising and Responding to Acute Deterioration
This standard aims to ensure that acute deterioration in a patient’s physical, mental or
cognitive condition is recognised promptly and appropriate action is taken. Our staff are trained
in noticing changes in your health but you can help by letting staff know if you don’t feel well,
if you think your condition has changed and if you think that something has been missed.
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The Australian Charter of Healthcare Rights
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Our Care Partnership
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Our Care Partnership
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Our Care Partnership
Notes and Questions
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Notes and Questions
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