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About your hospice
Woking & Sam Beare Hospices is a patient-centred charity that delivers specialist palliative care to adult
patients of all ages. We cover the North West Surrey region, providing free of charge care and support
services for patients, their families and carers. We care for over 1,400 patients both in our hospice and
in their own homes.

Welcome

It is our great privilege to welcome you to your new state-of-the-art hospice.
As a charity that puts our patients at the heart of everything we do, we are passionate that our services
and facilities offer you and your family the very best care and support. Our new state-of-the-art hospice
has been driven by our commitment to delivering the best quality of care.
As a patient-centred charity, we are committed to ensuring we are compassionate, professional
and accountable. It is our pledge to you that we will deliver the very best in specialist palliative
care,
which
meetsoffers
the highest
safety built
standards.
The new
hospice
20 purpose
private rooms with en-suite bathrooms and facilities for your
family. Each room has its own private balcony, which we hope you will take advantage of during good
weather and our staff are on hand to assist should you wish to use it. We are very fortunate to be able
To support you and your family and carers during your stay with us, this in-room guide has been
to offer a multi-faith retreat and a Wellbeing Centre where patients can receive a range of therapies,
put together to provide you with important information about your room and hospice.
including physio and occupational therapy, complementary therapies, specialist bathing facilities and
clinical support and advice services. We are also very pleased to be able to offer your family and loved
ones
opportunity
to stay
with
youany
during
your time
withdo
us.not hesitate to ask a member of staff
If youthe
or your
family and
carers
have
questions,
please
at any time of day or night.
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About your hospice
Woking & Sam Beare Hospices is a patient-centred charity that delivers specialist palliative care to adult
patients of all ages. We cover the North West Surrey region, providing free of charge care and support
services for patients, their families and carers. We care for over 1,400 patients both in our hospice and
in their own homes.
As a charity that puts our patients at the heart of everything we do, we are passionate that our services
and facilities offer you and your family the very best care and support. Our new state-of-the-art hospice
has been driven by our commitment to delivering the best quality of care.
The new hospice offers 20 purpose built private rooms with en-suite bathrooms and facilities for your
family. Each room has its own private balcony, which we hope you will take advantage of during good
weather and our staff are on hand to assist should you wish to use it. We are very fortunate to be able
to offer a multi-faith retreat and a Wellbeing Centre where patients can receive a range of therapies,
including physio and occupational therapy, complementary therapies, specialist bathing facilities and
clinical support and advice services. We are also very pleased to be able to offer your family and loved
ones the opportunity to stay with you during your time with us.
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Visiting hours
There are no set visiting hours and family and carers are welcome to stay overnight. However, please
can we remind visitors that we are a hospice care provider and therefore please respect the privacy and
wellbeing of others during your visit.

Your care team
During your time with us you will be provided with 24/7 around the clock care. Our team of nursing
staff, who are experienced in specialist palliative and end-of-life care, work with our Palliative Medicine
Consultants and medical team to carefully monitor your symptoms to enable us to manage your
condition. It is our aim to make you as comfortable as we possibly can.
As a hospice care provider we do not just manage your physical symptoms, we have a range of
professionals who will be on hand to support your individual care plan. These include Counsellors,
Social Worker, Occupational Therapists, Physiotherapists and Complementary Therapists [massage,
aromatherapy, reflexology and relaxation].
We also cater for patients’ religious and spiritual preferences. Your clinical team can discuss your needs
and those of your family and make arrangements as you request.
The clinical and medical world can be confusing to those not familiar with the terminology, but as a
hospice care provider we are led by the patient’s needs and wishes. It is therefore very important that
you and your family have the correct information so you can make informed decisions about your own
care. If there is anything you are not sure about, please do not hesitate to speak to a member of staff.

Nurse call button
If you or your family member or carer need assistance at any time of day or night please use the nurse
call button, which is clearly marked next to your bed. You will be shown this and how to use it when you
are first admitted. This can also be taken out onto the balcony with you.

Telephone system
In the event that you do not have your own mobile phone it is possible to request one of the hospice’s
telephones. A member of staff will be able to assist with this.

Free Wi-Fi
There is free Wi-Fi for patients and all visitors throughout the hospice. When you search for the Wi-Fi on
your device please select ‘Patient’. For security the password will be changed regularly. You will find a
card in your room with the most current password or please ask a member of staff to assist you.
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Room facilities
Each room has been purpose built and designed with our patients in mind. Detailed here are some of
the key items for your comfort and entertainment. Should you require any assistance please ask a
member of staff.

In-room entertainment system
In each room is a Samsung 40” Smart TV, which has been set up as your own personal interactive
entertainment. This system will give you access to a number of free channels, the internet and the
day’s menu, as well as other information to keep you informed during your stay with us. It can be
operated by the remote control next to your bed.
If you would like to watch Sky Sports then please speak to a member of staff, who will be able to
organise this for you. If you have your own Netflix, YouTube, Twitter and/or Facebook accounts you can
login into these via your in-room Smart TV.
When you turn your TV on it will take you to a home screen that will look similar to this:

Your bed
These are specialist profiling beds to ensure that you can be made as comfortable as possible.
The position of your bed can be adjusted. For safety we would request that you and your visitors
ask a member of staff before using the bed controls.

Medical equipment
Your room has been designed to cater for your medical and care needs but to offer a warm and
comfortable environment. All medical equipment has, wherever possible, been concealed in specially
designed wall units around your bed. This equipment should only be used by a member of qualified staff.

Climate control and lighting
The nurses call button controls switching the lights above your bed on and off, and the brightness can be
controlled by the dimmer switch next to the nurse call control panel. The lights in the en-suite bathroom
will come on automatically upon entry.

We will aim to ensure that each room has an ambient temperature, but if you are not comfortable please
notify a member of staff.

En-suite bathroom
Every room has its own private bathroom, which is a wet room. Our nursing staff will be able to assist
patients and this facility is available to your visitors if they wish to use it. We do also have bathing
facilities and should you wish to have a relaxing soak in the bath, again please ask a member of staff and
we can organise this for you.

Balcony
Each room has its own private balcony. Your bed is portable and can be moved to the balcony upon
request. We ask that visitors do not attempt to move patient beds for their own safety and to
safeguard patients.
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Hospice facilities
Our new hospice here at Goldsworth Park is set out over three floors, surrounded by landscaping and
a courtyard garden.

The ground floor
The ground floor contains the reception, volunteer hub, café, kitchen, Wellbeing Center, physio gym,
therapy and counselling rooms, Clinical Nurse Specialist (CNS) office, CoSI office, Doctors’ offices, senior
clinical team office, clinical admin, meeting room and staff room. There is also a multi-faith retreat
situated in the front garden.

The first �floor
The first floor is where your room is situated in the in-patient unit, alongside family pods, quiet rooms,
nurses’ stations, ward manager office and two further meeting rooms.

Family pods
The pods are specially designated rooms that allow families to have some quiet time. They are
equipped with a kitchenette, Smart TV and entertainment and toys for children.

The second floor
The second floor is for staff only and has training rooms, a meeting/break room and the Practice
Development Team office.

Smoking policy
It is against the law to smoke anywhere within the hospice, including on the balconies. However, we have
provided a designated smoking shelter in the grounds of the hospice. We ask that anyone wishing to
smoke uses these facilities and that you dispose of your cigarette butts in the wall mounted bins
provided.
As a patient, a member of staff will be able to escort you to an appropriate area should you wish to
smoke.

Patient catering
Our catering team will manage your meals. These will be brought to your room by your Ward Hostess,
who will be on hand from 07:30 – 19:00 seven days a week to bring you drinks and refreshments as you
request.
Standard meal times are:
Breakfast: from 08:00
Lunch:

12:30

Tea and cake:

15:00

Dinner:

17:30

These are the set meal times, but we can provide meals 24 hours-a-day. Please use the nurse call button
on your bedside and a member of staff can assist you.
Menu
The menu is updated daily and your Ward Hostess will discuss the menu options with you and take
your order each day. You can also find full details via our SMART TV system listed under ‘Catering’.

Bringing in your own food
Should your visitors wish to bring food or drink from outside the hospice, please ensure that they have
checked with the clinical team first.
There is a fridge in each room so your visitors can bring you your favourite meal and snacks. However,
please be advised that our staff will dispose of items that have spoiled or that have past their use-bydate. This is for your own safety and to comply with Food Standard Regulations.
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Health and Safety
For the purposes of this in-patient room guide the main things we would like to draw your attention
to include:

Fire safety
There are three main fire exits from the first floor. Patients will be assisted by
staff in the event the fire alarm is triggered and visitors are asked to calmly,
without running, exit the building via your nearest fire exit, which will be clearly
marked. Visitors should meet at the assembly point marked with a green sign
as shown.

Balcony protocol
Do not lean, hang over or stand on any object on the balcony at any time. Parents or a responsible
adult should supervise children at all times.

Drinking water
The water in the bathroom is fine for brushing teeth but we advise not to drink the water in the
bathroom. Drinking water will be provided by a member of staff and will be available next to your
bed at all times.

Bathroom safety
For safety there are handrails and a shower chair in each bathroom. This is a wet room and we ask all
those using the en-suite bathrooms to take care to avoid slipping.

In-room fridge
As previously mentioned please be aware that food and drink that is spoiled or past its sell-by-date will
be disposed of.

Medical equipment
Please do not attempt to use any of the medical equipment. If you are in discomfort then please use the
nurse call button.

Lost, damaged or stolen
All staff have a duty of care to be aware of patient personal belongings, particularly money and
valuables, and to take care, with the patient, to keep them secure wherever possible. Woking & Sam
Beare Hospices will not accept responsibility or liability for patient property bought into the hospice
unless it has been declared and handed over for safekeeping.
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Infection prevention and control
We have strict measures in place to ensure that you are protected to the best of our ability. This includes
mandatory training in infection prevention and control for all our staff. But to help us prevent and control
infection we ask that you and all of your visitors follow some simple guidelines.

Hand washing
Please ensure that you wash your hands with soap and water before meals [or use the clinical hand wipe
provided on your tray] and after using the toilet facilities. There is also a medical sink in each patient
room with antibacterial soap, as well as alcohol hand sanitiser available throughout the hospice. All staff
and visitors are asked to use this on entry and exit to patient rooms. If you observe that hand washing
protocol has not been followed, please request that the member of staff or your visitor washes their
hands.

Patient recent illness or infection

n

If you have had diarrhoea or vomiting, or have required antibiotics for a recent infection,
then please ensure that a member of staff is notified upon your admission.


n

Do not touch wounds, cannula dressings or catheters and drains.


n

Report any loose, soiled or wet dressings to the nursing staff to ensure they are changed
as quickly as possible.


n

If clothing becomes soiled or wet, please notify a member of staff.

Visitor responsibilities

n

We ask all visitors to notify and consult with a member of the clinical team if you have been or are
feeling unwell before you visit the hospice.


n

Do not touch or attempt to adjust dressings, catheters or drains.


n

If you work in an environment where you have close contact with other people or animals,
please change your clothing before visiting.


n

If you should accidentally spill any drinks or fluids on the floor, please notify a member of staff.

Travelling to the hospice and local amenities
Parking

There are visitors’ parking spaces to the left as you come in the main entrance. There are two
spaces for disabled parking to the right. It is possible to park in the public car park opposite the
hospice free of charge, but please get a hospice display badge from our main reception to put
on your dashboard to avoid getting a fine.

Public transport
The nearest train stations to Goldsworth Park are Woking and Brookwood.
From Central Woking
The No. 91 to Knaphill goes regularly from Woking Station and takes approximately 15 minutes,
stopping just outside Waitrose in Goldsworth Park.
From Brookwood
The nearest bus stop is a 20 minute walk from the station just outside Sainsbury’s. This is the No. 91
going towards Woking and takes approximately 12 minutes from Sainsbury’s, stopping just outside
Waitrose in Goldsworth Park [approx. total time 25 - 30 minutes].

Local facilities
There is a small shopping parade just opposite the hospice, which includes Waitrose, Costa Coffee,
a small Boots chemist, a pub, a drycleaner, hair dresser and a news agents with a Post Office. We also
have one of our charity shops next to Waitrose, which sells a range of clothing and gifts. On the other
side of the hospice there is also a petrol station.

Goldsworth Park Lake

Just an 8 – 10 minute walk from the hospice is Goldsworth Park Lake, which has several easy walking
routes and trails. You can find out more at the main reception.
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Information Governance and Data Protection
As a specialist palliative care provider we need to keep important information about our patients and,
where appropriate, their next of kin. This is solely to give you the best possible care and to safeguard
you.
The sort of information that we will keep will include your full name, address, contact telephone and
date of birth; together with medical records, test results and any other information that is necessary
so that we are able to make your stay with us as comfortable as possible.

The privacy of our patients is an organisation wide priority. We follow a national approach
called Information Governance. This ensures data protection and the correct handling of
personal and sensitive information about patients, staff and our volunteers. Information is dealt
with legally, securely, efficiently and effectively.
The Data Protection Act 1998 became law on 1 March 2000. It sets standards which must be adhered
to when obtaining, recording, holding, using or disposing of personal data. It provides living individuals
with a right of access to personal information held about them. This right applies to all information held
on computers and also covers most manual records.

All our staff and volunteers have a responsibility to ensure data protection and the correct handling of
personal and sensitive information about patients, other staff and volunteers or supporters.
Our supporter database is held separately from our medical database and no information is transferred
from one to the other unless we have had your permission to do so.
The only time your information would be shared externally is with other agencies that are involved in
your care. But this would be with your prior consent.

We are here to help
If you or your next-of-kin have any concerns about how we are using your information or what this
data is being used for, then please ask a member of staff. We will not use any of your personal
information outside of your clinical team unless your express permission has been given.

Patient and visitor satisfaction
Woking & Sam Beare Hospices is committed to ensuring we provide the best possible care for every
patient, as well as providing support to family and carers. It is our aim to provide excellence and we
invest a lot in training and monitoring so that we can consistently achieve the highest standards.
Patient and visitor feedback is therefore extremely important to us and so we may ask you to complete
an anonymous survey. If you have any concerns or you wish to make a complaint then please notify a
member of staff immediately. Patient wellbeing is imperative and we take all complaints very seriously.
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Support your hospice
Woking & Sam Beare Hospices is a patient-centred specialist pallative care
charity. Everything we do is to ensure that we are able to offer the best
care for our patients, who have a life-limiting or terminal illnesses, and to
support their family, friends and carers.
All of our services are free. While we receive some NHS funding, around 75%
of what we deliver is generated through our charity shops and fundraising
activities. We could not do this without the generosity of all of our supporters
and volunteers.
For those who would like to help us fundraise to make our services
accessible to anyone that needs them across Surrey - we would love to
hear from you. Whether you are a challenge seeker looking to do a sky
dive or marathon; whether you want to host a fundraising event or coffee
morning; or whether you wish to give your time by volunteering; each
action of support enables us to care for over 1,400 patients and their
families each year.
For more information about ways you can support your local hospice
please visit our website: www.wsbhospices.co.uk or contact a member
of the fundraising team on 01483 881752.
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