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GENERAL INFORMATION 
Welcome 

We are dedicated to providing patients with the best possible 

care. We hope this information assists you to have a safe and 

comfortable stay. If you have any queries please discuss these 

with our staff. 

 

To ensure you receive the best health outcomes, please advise 

staff about what matters most to you including if you have been 

receiving any home services. 

 

Staff Identification 

All staff, and on-site contractors are required to wear an 

identification badge, which clearly states who they are. It is your 

right to ask for identification from any person involved in your 

treatment and your care. 

 

Visiting Hours 

If you wish to limit or restrict your visitors, please speak to your 

nurse who will arrange this for you. 

 

• Visiting Hours for Acute Patients is 8.00 am to 8.00 pm 

• Entry in to the hospital after hours (9.00 pm – 6.30 am) is 

via Urgent Care. 

• Flexible visiting hours are available at the discretion of the 

nurse in charge of the shift. 

• On admission you may be asked if you wish to have cultural 

or, spiritual visitors, if this is your wish your name will be 

included on their visitor list. 

 

Parking 

All day, short term, disabled and reserved parking is available at 

in our car park at your own risk. Temporary parking permits for 

families of palliative care patients are available at the discretion 

of the Volunteer Coordinator on 5232 5100. 
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Visitor Toilets 

Visitor toilets are located at the main entrance and outside the 

cafeteria. 

 

Valuables, Belongings and Electrical Appliances 

Please bring only what is necessary for your stay as we cannot 

accept responsibility for your cash, valuables or belongings.  

 

The electrical appliances that you bring must be in good working 

order with no frays or exposed wires eg mobile phone, iPad, 

laptop chargers. 

 

WIFI, Televisions and Telephones 

SWARH FREE Public WiFi is available for your use. 

 

When sharing a room, please respect the needs of other patients 

when using your television and telephone in relation to volume. 

 

A telephone is located beside your bed. To place a call dial “0” 

before entering the phone number. 

 

Family and friends can contact you by ringing the Acute Ward 

Reception on 5232 5128. 

 

If you require subtitles on your television please let staff know 

so that they can organise this. 

 

Photography/Social Networking 

No photos may be taken of any staff, patients, surgical sites or 

hospital equipment or grounds. 

 

To respect the privacy and confidentiality of all staff and patients, 

we ask that you do not reference patients or staff on any form 

of social media network. 
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Smoke Free Environment 

This is a smoke free Healthcare Service. Patients and visitors are 

not permitted to smoke in our buildings, vehicles, on our grounds 

and external areas as marked. 

 

Please ask for a referral to the Smoking Clinic if you wish to 

manage your smoking whilst admitted. Brochures are also 

available upon request. 

 

Cafeteria 

Visitors can purchase lunch from 12 pm to 1.45 pm (Mon-Fri). 

 

Free coffee/tea and hot chocolate is also available until 7.00 pm. 

 

Meals 

Meals are prepared on site by our chefs and served by food 

services staff. Please advise staff if you have any specific dietary 

requirements or concerns relating to your meal experience. 

 

Advocacy 

You have the right to choose and be represented by an 

advocate of your choice at any time to ensure you receive the 

care you need. The advocate may be a friend, family member 

or a professional advocate. If you feel that you are in 

vulnerable circumstances, can’t understand what is happening 

or can’t get your message across, an advocate service may be 

appropriate.  

 

Please ask your nurse for a copy of the ‘Advocacy brochure’. 
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Language, Communication and Interpreter Services 

If you require support communicating we can arrange an 

interpreter or other supports. This may be helpful if English is 

not your first language or if you have a disability. If you have 

any concerns please let staff know. 

 

 

 

 
 

 

 

Assistance Animals 

If you require the support of an assistance animal, please 

discuss this with staff prior to your admission as your animal 

must meet appropriate standards; such as being trained to 

alleviate the effects of a disability hygiene and behaviour. 
 

Privacy/Freedom of Information 

We recognise every patient’s right to have their privacy 

maintained and respected. We ensure your personal information 

is kept secure. You have the right to request access to your 

medical record and personal information. 

 

For further information please ask staff for a copy of our Privacy 

brochure. 
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DURING YOUR STAY 
Bedside Clinical Handover 

Staff handover occurs between nursing shifts at your bedside 

from 1.00 pm. This handover process allows input from patients 

and carers which supports better health outcomes. We 

encourage your participation during this handover. 

 

Medical Students 

As a teaching health service we employ medical, nursing and 

allied health students on placement. 

 

Volunteers 

You may be visited by a volunteer who will seek your consent 

before visiting. You may be asked to participate in providing 

feedback about your stay, this is optional. 

 

Venous Thromboembolism Prevention 

Venous thromboembolism (VTE) is the name given to blood clots 

that may form in people during illness, injury or after surgery.  

 

These clots can be serious, so it is important your know how to 

reduce your risk of developing them, starting when you are first 

admitted to the hospital. 

 

Your doctor will: 

1. Access and document your risk of blood clots 

2. Develop a clot prevention plan balancing the risk of clots 

against bleedings appropriate clot prevention methods 

3. Organise your safe discharge from hospital and any ongoing 

care 

4. Use appropriate clot prevention methods 

5. Organise your safe discharge from hospital and any ongoing 

care 
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Infection Prevention 

There are six simple ways to help prevent infection: 

 

1. Wash your hands using soap and water or alcohol rub for at 

least 15 seconds. Hand hygiene is the best protection 

against infection 

 

2. Your healthcare worker should always perform hand 

hygiene, please feel free to remind them to clean their hands 

 

3. Cover your mouth and nose when you cough or sneeze as 

the majority of diseases are spread through sneezes and 

coughs. Dispose of tissues immediately and wash your 

hands 

 

4. If your visitors are unwell please encourage them to stay at 

home 

 

5. It is important to be vaccinated to provide protection against 

infectious diseases. Ask your doctor to check your 

vaccination status 

 

6. Antibiotics are drugs used to treat bacterial infections, they 

have no effect on viral infections. Always take exactly as 

your healthcare provider instructs. Bacteria can become 

resistant to antibiotics if not taken as prescribed. This can 

lead to antibiotics resistant infections which can be harder 

to treat. 

 

For further information please ask staff for a copy of our ‘I 

deserve clean hands’ brochure. 
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Are you feeling concerned? 

If you or your family are worried about your care, please speak 

to nursing staff or your doctor. If you still feel concerned, ask to 

speak to the nurse in charge and request a clinical review.  

 

If this hasn’t resolved your concerns please call the After Hours 

Coordinator on 5232 5200. 

 

Staff may use the below tool to better understand your level of 

pain and discomfort, please show them on this pain 

measurement scale. 
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Conduct/Rights and Responsibilities 

Staff, patients and visitors are all expected to demonstrate the 

organisational values of Compassion, Integrity, Respect, 

Collaboration and Accountability.  

 

We have zero tolerance to any form of violence, weapons, and 

illicit drugs on our premises. 

 

You will be made to leave the premises if you breach our zero 

tolerance policy.  

 

Alcohol may only be consumed if authorised by your treating 

Doctor. 

 

Your rights and responsibilities are also detailed in The Australian 

Charter of Healthcare Rights. This is displayed throughout the 

organisation. 
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Advanced Care Planning (ACP) 

ACP allows patients to prepare for future health decisions about 

medical treatment whilst they have capacity to do so. ACP 

enables you to document what matters most to you, so your 

family, doctors and nurses to know and respect your choices.  

 

If you would like more information about completing an ACP 

please ask your nurse or treating doctor. 

 

If you have an Advance Care Directive (ACD), appointed Medical 

Treatment Decision Maker (MTDM) or Medical Enduring Power of 

Attorney (MEPOA) a copy must be provided for your medical 

records. 

 

Open Disclosure 

When things do not go to plan an open disclosure conversation 

will occur. This is had between the patient and treating clinician 

so that they are informed of what did not go right. We are 

committed to improving the safety and quality of the care we 

deliver. If you feel that things did not go right we will be happy 

to speak to you. 
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GOING HOME / DISCHARGE 

Discharge Planning 

Staff will inform you of your estimated length of stay to help you 

plan for when it is time for you to leave the hospital. This 

planning may involve many health professionals to ensure 

services have been organised to support your safety, wellbeing 

and medical needs.  

 

Our aim is for you to go home as soon as your Doctor has 

authorised your discharge. Patients are encouraged to contact 

their own doctor or the health service at any time should advice 

or assistance be required. 

 

Discharge at own risk 

You have the right to leave the hospital when you choose. This 

decision may be harmful when taken against the advice of your 

doctor. We encourage you to discuss your concerns with staff 

before leaving to ensure you understand the risks. 

 

If you still choose to leave against advice you will be asked to 

sign a form stating you left at your own risk. 

 

Equipment Hire 

Equipment is provided by Aidacare Healthcare Equipment. If you 

require equipment to ensure your safety at home, we will cover 

the cost of hire for the first 30 days. After 21 days you will be 

contacted by Aidacare to arrange collection of their equipment.  

 

Should you still require the equipment after the 30 day period, 

Aidacare will make these arrangements with you at your own 

cost.  
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PUBLIC / PRIVATE PATIENTS 
Victorian Public Hospitals – Information for Patients 

The Medicare Agreement between the Commonwealth and State 

governments requires that you decide how you are admitted to 

our health service as either a public or private patient. 

 

Your election status (public or private) is valid from the start of 

your stay through to the end of your stay and cannot be changed. 

Changes can only be made in the event of unforeseen 

circumstances such as: 

• Patients who are admitted for a particular procedure but are 

found to have complications requiring additional procedures 

• Patients whose length of stay has been extended beyond that 

originally planned 

• Patients whose social circumstances change during their stay 

(for example loss of employment). 

 

Please ensure you check your level of health insurance cover 

before electing to be a private patient to ensure it covers 

everything you require during your stay. 

 

When a change is made to election status because of unforeseen 

circumstances, the change is effective from the date decided, 

and is not backdated to the date of admission. 

 

A Public Patient 

• Must be eligible to receive treatment under Medicare 

• Will be treated by hospital doctors under the guidance of a 

supervising GP 

• Cannot choose a specific doctor to provide his/her medical 

treatment 

• Will not be charged for medical or hospital services. 
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You cannot choose to be a public patient if you: 

• Elect to be treated by a doctor of your own choice 

• Elect to occupy a bed in a single room 

• Are not eligible to receive treatment under Medicare 

 

When single rooms are available they are firstly allocated to 

patients who require a single room for medical reasons. Private 

patients will only be allocated a single room at their request if 

there is availability. 

 

A Private Patient 

If you choose to use your private health insurance we cover all 

excess and medical gap expenses for your stay. We will not cover 

these gaps should you be found to have a pre-existing condition 

that is not covered by your health fund.  

 

Some members of the Visiting Medical Staff are providing a No 

Gaps Billing Service to our private patients, however it is 

important that you confirm this with the Doctors Clinic as there 

may be exceptions.  

 

In the event of transfer to another hospital via ambulance you 

will need to make inquiries with your health fund to see if you 

are covered. 

 

The benefits of being a private patient are: 

• If you have an excess applicable to your health fund, we will 

waive this fee each stay with us 

• You will be able to choose your doctor/specialist from our 

visiting Medical Staff 

• When available you will have a private room 

• You will receive a ‘pamper pack’ of selected toiletries 

• You will receive a complimentary newspaper each day 

• You will be reimbursed for out of pocket expenses incurred 

from accounts you receive from doctors, pathology, 

radiology etc. 
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Information for Ineligible Patients 

Patients without Medicare cover, Private Health Insurance, 

WorkCover, DVA or TAC cover will need to discuss payment 

options with us prior to their stay. 

 

Compensable Patients 

If you are, or may be, entitled to, (or have already received) 

compensation, damages or other benefits in respect of the 

injury, illness or disease for which you are receiving hospital care 

and medical treatment, all fees and charges may be met by your 

compensation. This includes, for example compensation under 

the Accident Compensation Act 1985 (Vic), Transport Accident 

Act 1986 (vic), Criminal Injuries Compensation Act 1983 (Vic), 

Safety Rehabilitation and Compensation Act 1988 (Cth), or a 

claim for damages at common law. 

 

Veterans’ Affairs Patients 

A Veterans’ Affairs patient is a patient whose medical charges 

have been agreed to be paid for by the Department of Veterans’ 

Affairs. 

 

If you have any queries or need assistance relating to hospital 

charges and eligibility please do not hesitate to contact our 

Accounts Receivable Supervisor on 5232 5268. 
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HOW CAN YOU HELP US? 
 

Information for Private Patients 

We are constantly seeking new ways to provide the best possible 

care for our community.  

Electing to be admitted as a private patient will assist us in 

receiving additional revenue which will be used to: 

• Improve and maintain existing services 

• Purchase new equipment 

• Assist in recruiting and retaining specialist staff 

• Develop new initiatives and services for the community 

 

Donations and Bequests 

The Colac Area Health Foundation provides opportunity for our 

community to donate and contribute to develop much needed 

facilities and services. The Foundation raises money to help 

purchase new equipment and to introduce new services and 

other projects. Their mission is to help us deliver quality 

healthcare close to home. 

 

Please contact the Executive Officer on 5232 5100 for more 

information relating to the Foundation. 

 

Volunteer with us 

Our volunteers make a highly valued contribution to the hospital. 

If you would like to make a difference by volunteering please 

contact our Volunteer Coordinator on 5232 5100. 
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Feedback 

We value all feedback as a way to measure the quality of our 

service and ensure we are continuously improving. You can 

provide feedback by: 

• Writing - use our feedback boxes located throughout the 

organisation, there are ‘How did we do?’ forms or Consumer 

Feedback brochures available. Please ask staff for their 

location 

• Letter – post your feedback to Quality and Safety 2-28 

Connor Street Colac VIC 3250 

• Online - via our website: www.cah.vic.gov.au – under 

Contact Us – Consumer Feedback 

• Phone call – phone us on 5232 5100 and request to speak 

to someone to provide feedback 

• QR Code – scan our feedback QR Code posters which are 

displayed throughout the organisation and in your room 

• Or; scan the QR code in this booklet to participate in our 

Consumer Experience Survey 

 

Complaints can be raised with any staff member, or the Quality 

and Safety team upon request. 

 

You may also be contacted post discharge to participate in a 

survey about your experience with us. Please inform the caller 

at the time if you do not wish to participate. 

 

Victorian Health Experience Survey (VHES) 

The VHES program collects and analyses the experience of 

recent users of Victoria’s public health system. You may be 

invited to complete a survey about your health experience about 

a month after your stay. Participating helps us to make health 

better for everyone.  

 

  

http://www.cah.vic.gov.au/
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Our Vision 

To be a trusted leader in integrated health care through 

operational excellence, innovation and compassion. 

 

Our Mission 

To be a trusted provider of optimal health outcomes by 

delivering or facilitating integrated person centred care, 

achieving excellence through partnerships, research and 

innovation. 

Version 1.0 


