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Welcome to the South Eastern Private Hospital 
Thank you for choosing South Eastern Private Hospital for your hospital care. In recognition of 
our commitment to patient care, we offer a comprehensive range of services and facilities. South 
Eastern Private Hospital is fully accredited to the National Safety and Quality Health Services 
(NSQHS) Standards by the Australian Council on Healthcare Standards (ACHS). 

This booklet provides general information to assist you during your stay at this facility. Please read 
it carefully as it includes essential information, helpful advice and answers to frequently asked 
questions. For ease of use, this booklet is set out in an easy A to Z order. 

Please contact us with any queries you may have, as every effort will be made to make your stay as 
comfortable as possible. 

South Eastern Private Hospital
PO Box 258
Noble Park VIC 3174
Cnr Heatherton Rd and Princes Hwy, Noble Park  VIC  3174  
Main Number: (03) 9549 6555
Website: www.southeasternprivate.com.au
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Our Hospital 
South Eastern Private Hospital provides specialised services in acute medical, mental health 
services, medical-oncology (including day oncology unit), rehabilitation and palliative care. We are 
supported by an extensive range of onsite services, including diabetes education, dietetics, speech 
therapy, physiotherapy, psychology, pharmacy, social work and occupational therapy.

We also offer a complete range of diagnostic services onsite, including pathology and radiology. 

We understand that the hospital environment may be unfamiliar to you and being admitted to 
hospital can be an overwhelming experience. All our staff are committed to working with you to 
make your stay as smooth and comfortable as possible. 

We aim to work with you to achieve your best health outcome.  Throughout your stay we will take 
every opportunity to ensure that you are involved in the planning and delivery of your health care.

We encourage you to: 

• Ask questions to clarify any aspect of your care – speak up;

• Be an active participant in your care; and

• Provide feedback on your experience.

Our best wishes for a speedy recovery. 
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Abelia Unit 

Abelia Unit is a purpose-built 11 bed palliative 
care unit. Abelia is staffed by highly trained 
nursing and allied health staff, who provide 
compassionate end-of-life care for patients, 
and support for their families and friends. 
The nursing staff are supported by physicians 
specialising in palliative care and oncology, 
as well as the social worker and other allied 
health staff. A reflection room is available for 
grieving or bereaved families who require 
privacy or solitude. 

Accommodation 

Allocation of private rooms is based on 
medical necessity, so we may not always 
be able to meet expectations about private 
rooms. However, you may always request to be 
added to the waiting list for a private room if 
one becomes available.

Allied Health Services – 
Inpatient Admission and Day 
Programs

Allied health refers to the team of health 
professionals who work closely with our 
medical specialists and nursing team to 
provide coordinated, multidisciplinary patient 
care. This includes stomal therapists, dieticians, 
speech therapists, diabetic nurse educators, 
physiotherapists, occupational therapists, 
exercise physiologists, allied health assistants, 
psychologists, social workers and wound 
consultants.

Our allied health team supports patients 
during their admissions to achieve 
collaboratively developed recovery and 
rehabilitation goals. Individualised allied 
health treatment programs are created for 
each patient, and treatments are carry out via 
individual and/or group settings depending on 
patients’ needs. Our commitment to excellent 
patient care also involves communication with 
families, carers, health care professionals and 
other key stakeholders to ensure continuity 
of care and that adequate support is in place 
when patients leave hospital. 

Additionally, the allied health team facilitates 
high-quality care and rehabilitation for all 
stages of patients’ recovery.  That is, our allied 
health team also runs a huge range of goal-
orientated day programs to further support 
patients post discharge from hospital or 
following an episode of a medical condition. 
These can be from rehabilitative program  to 
symptom management so as to ensure that 
patients can continue with their recovery in 
the community. 
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Patients are encouraged to speak their medical 
specialists, nursing team or allied health team 
to identify a day program that best meets their 
needs and to complete a referral.  Some of our 
day programs include (but not limited to): 

• Oncology rehabilitation 

• Falls prevention

• Pulmonary and Respiratory Rehabilitation

• Vestibular Rehabilitation 

• Cardiac Rehabilitation 

• Neuro Rehabilitation

• Parkinson Rehabilitation 

• Hydrotherapy

Boronia Unit 

Boronia Unit is a rehabilitation unit that has 
access to the hospital’s gymnasiums and 
hydrotherapy pool. The unit is supported by 
physicians specialising in rehabilitation. Your 
physician will lead a multidisciplinary team 
of nursing and allied health professionals 
to support and guide you (and your family) 
through your individual circumstances. The 
rehabilitation programs are individually 
tailored and designed to maximise patient 
recovery using a holistic approach. 

Cafe 

The café is located at the main reception area.  
A range of food, drink and snacks are available, 
as well as newspapers and magazines. 

Car Parking 

South Eastern Private Hospital provides free 
visitor car parking within the grounds of the 
hospital. 

A drop-off/collection area is located at 
the main entrance, where patients can be 
dropped-off/collected with ease. 

Cassia Unit 

Cassia Unit is a purpose-built rehabilitation 
unit comprised of patient rooms, a fully 
equipped gym and a hydrotherapy pool. The 
unit is supported by physicians specialising 
in rehabilitation medicine, who lead the 
multidisciplinary team and support and guide 
the patients (and their families) through their 
individual circumstances. The programs are 
individually tailored and designed to maximise 
patient recovery using a holistic approach. 

Each patient will be admitted under the care 
of a team of treating specialists, whom they 
will see throughout their admission. The 
rehabilitation unit staff are passionate about 
the care and treatment they provide and have 
a team approach. Patients will benefit from the 
cohesive effort from all involved in their care. 

Catering 

Our catering department prepares a variety 
of top-quality, fresh meals. Menus will be 
provided each morning from which you may 
select meals according to your taste and 
dietary requirements. Consultations with 
dieticians can be made should you have any 
special dietary needs. 

Morning tea, afternoon tea and supper will be 
served with a snack. 
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Cultural and religious food requirements can 
easily be accommodated. Please discuss your 
needs with the catering staff.  Should you have 
any requirements not catered for on our menu, 
please discuss them with the catering staff. We 
are happy to assist. 

In special circumstances, extra meals for 
family/carers are available upon request. 
Please speak to your nurse for more 
information. A variety of meals are available 
at a small cost per meal. A menu must be 
completed and the cost is payable at main 
reception. 

Whilst South Eastern Private Hospital respects 
your right to supply your own food from 
home or another external source, we do not 
encourage this. 

When food is brought into the hospital from 
external sources, we are unable to ascertain 
the conditions under which the food was 
prepared, stored and transported, which 
may lead to illness for those who consume 
it. Should you wish to bring in food from any 
source outside the hospital, please note the 
following: 

•  All perishable food must be in a sealed 
container or manufacturers packaging

•  All perishable food must be labelled with 
patient’s name and placed in the fridge in 
the ward pantry

•  All perishable foods must be dated at the 
time of preparation or opening and will be 
discarded 24 hours after the date indicated

•  Any food with a manufacturer’s expiry date 
and storage instructions will be strictly 
adhered to. 

Fruit and other non-perishable food is allowed 
to be kept in your room. 

Cleaning of Patient Rooms 

All rooms and bathrooms are cleaned daily. 

Environmental staff members commence 
work at 7.00am. The room cleaning programs 
commence shortly afterwards. 

Should you use the shower after your room 
has been cleaned, please advise your nurse, 
who will assist with removal of linen from your 

bathroom. 

Concerns 

We know that you know yourself or your loved 
one best. This is why we want you to let us 
know if you notice a worrying change. 

If you are concerned, please follow the below 
steps

1.   Call for the bedside nurse or speak with to 
the doctor.

2.   If you remained concerned, ask to speak to 
the Nurse in Charge for the shift.

3.   If the situation is urgent, press the 
emergency buzzer located on the wall to 
start an immediate emergency response.  

See the Escalation of Care brochure if you 
would like additional information. 

Discharge 

Your doctor should already have told you how 
long you can expect to stay. Your discharge will 
be planned with you by your doctor and the 
multidisciplinary team. It is recommended that 
you arrange for a relative or friend to assist you 
in getting home. 
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On discharge, the nurse will inform you when 
to make appointments for follow up, order any 
medications you are to take home and make 
any other arrangements necessary for your 
after care. 

Please ensure that you have all your 
belongings, medications, x-rays and 
instructions prior to your discharge from 
hospital. 

If you have had a general anaesthetic or 
sedation in the past 24 hours, you will need 
to be accompanied home by a responsible 
adult. You should not drive a car, operate 
machinery or domestic appliances, conduct 
business negotiations (sign contracts) or drink 
alcohol for at least 24 hours following your 
anaesthetic. 

We recommend that before leaving, you 
consider how you will manage at home after 
discharge. Will you require someone to stay 
with you? How will you prepare food, do the 
housekeeping and shopping? Will you need 
any special aids or equipment? 

You are requested to be ready for discharge 
between 9.30am and 10.00am. 

If pick up is not possible by 10.00am, you must 
inform the Nurse Unit Manager or staff at least 
24 hours prior. 

DVA 

South Eastern Private Hospital supports the 
DVA and cares for veterans and gold card 
holders. Veterans can advise staff at admission 
of their details and the hospital will discuss 
patient needs and take care of all in-hospital 
and post discharge requirements. 

The local RSL welfare officer provides visitation 
to inpatients, so please speak to the ward staff 
if you would like us to contact him. There is 
also a DVA Liaison Nurse on staff, who can 
provide assistance. 

(RSL VIC can also support and assist with aged 
and health support. Contact (03) 9655 5548).

Emergency Department 

South Eastern Private Hospital does not have 
an emergency department. 

Mulgrave Private Hospital Emergency 
Department, which is located on the corner of 
Gladstone and Police Roads (a short drive from 
this hospital) is staffed by highly experienced 
and qualified doctors and nurses, who provide 
prompt and expert emergency medical care to 
acutely injured and unwell patients. 

The Emergency Department is open 24 
hours, seven days a week and is supported by 
experienced surgeons and physicians from a 
wide variety of specialist areas. 

Mulgrave Private Hospital also acts as an 
assessment and treatment centre. Patients are 
then admitted to Mulgrave Private Hospital or 
South Eastern Private Hospital – whichever is 
the most appropriate place for admission. 

Emergency Procedures 

The hospital has highly developed safety and 
emergency procedures. Training drills and 
alarm testing procedures are carried out on a 
regular basis.

In the unlikely event of an emergency, remain 
in your room until a staff member arrives to 
assist you. If the need arises for evacuation, 
your attending nurse will advise you during 
the procedure.
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Entry to Hospital 

For your personal security and that of your 
valuables, entry is limited to the hospital’s 
main entrance. 

Hospital reception is open 8.00am – 8.00pm. 
These are our normal opening hours; 
however, circumstances may lead to changes 
(e.g. public holidays or external events). As 
such, please check the hospital’s website 
(southeasternprivate.com.au) for updated 
information. Those requiring out of hours 
admission must ring the doorbell at the after-
hours entrance for access. 

Please talk with nursing or reception staff 
regarding disabled parking and wheelchair 
access. 

Feedback: Complaints and 
Compliments 

We welcome any feedback you can provide, 
and compliments are gratefully received. 

If you have any concerns or queries about your 
care whilst you are a patient in our hospital, 
please bring them to our attention. The Nurse 
Unit Manager will be able to answer questions 
and resolve problems related to your hospital 
care. 

We will ensure that your complaint is 
investigated thoroughly and that you receive 
appropriate feedback. 

Please see ‘Rights and Responsibilities’ on page 
16, which outlines information about what to 
expect whilst in hospital. 

Patient feedback is appreciated, as it assists 
us to make ongoing improvements to our 
services and facilities. 

If you are concerned or not satisfied with any 
aspect of your care, please talk to the manager 
of the area in which you are being provided 
care first. If this does not help, please feel free 
to contact the Chief Executive Officer or the 
Director of Clinical Services. 

Alternatively, you can complete the ‘Your 
Impressions’ card located in all departments, 
and place it in the collection box at each 
department’s reception desk. Feedback can 
also be provided online via our website, 
http://www.southeasternprivate.com.au. 
Patient Satisfaction Surveys are conducted 
post-discharge through Cemplicity. You will 
receive an email 9–15 days post-discharge. 
If you are surveyed, your inclusion in these 
surveys is voluntary. We would appreciate your 
assistance if you are asked to participate. 
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Financial Information 

Private Health Insurance
We aim to ensure our Business Office staff 
contact patients prior to admission to discuss 
the level of cover and associated excess 
payments or co-payments. If you have been 
admitted as an urgent admission or through 
an Emergency Department, the staff may not 
have had the opportunity to contact you. The 
Business Office staff are available to discuss 
this with you. These payments are usually 
settled on admission. Claims for your stay will 
be made directly to the fund. You will receive 
separate accounts for doctors, anaesthetists, 
pathologists and radiologists. In some cases, 
you may incur additional cost for ancillary 
items not covered by this admission. 

Privately Paying Patients
If you do not have private health insurance, 
an estimate of your admission costs will be 
calculated for you. You are required to pay your 
estimated account on admission. The actual 
cost incurred may differ from the estimate, due 
to a change in treatment or a longer stay in 
hospital than originally planned.

If treatment costs exceed the estimated 
amount, you will be asked to pay the 
difference before going home. For further 
information, please contact the Business 
Office. 

You will receive separate invoices from the 
doctors, diagnostic services, pharmacy and 
ancillary items.

Veterans and War Widows

Eligible veterans’ and war widows’ accounts 
are forwarded to the Department of Veterans’ 
Affairs for payment.

WorkCover and Third-Party Patients
Patients should supply insurer details and 
claim numbers as we require written approval 
before admission. 

On Discharge
Any costs accrued during your hospital stay 
(e.g. medication) will need to be paid at the 
time of your discharge.

South Eastern Private Hospital accepts Visa, 
MasterCard, cash, bank cheques and EFTPOS.

We do not accept American Express, Diners 
Card or personal cheques. If paying by card, 
please ensure any daily or transactional 
withdrawal limits are sufficient to settle your 
account.

Flowers and Mail 

Flowers and mail are delivered to your room. 
If you have mail to post, please contact the 
reception staff and this will be arranged for 
you. 

Foxtel 

The South Eastern Private Hospital is pleased 
to make available Foxtel entertainment 
channels to every patient’s room. We hope to 
make your stay and recovery a more pleasant 
experience by providing this service free of 
charge. 

Handover 

As part of our patient-centred approach to 
care, we encourage patient involvement in the 
process of shift-to-shift handover. 
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We encourage you to seek clarification on any 
issues and ask questions during this time. If 
you do not feel comfortable being involved in 
handover, please inform your nurse. 

Identification of Staff 

All staff wear name badges as a means of 
identification and internal security. The badges 
show the staff member’s name and position. 

Infection Control 

The management and staff of South Eastern 
Private Hospital are committed to promoting 
infection control. Hand hygiene, and a clean 
environment and equipment are just a small 
part of the efforts our staff make to ensure you 
have a speedy recovery.  Patients and visitors 
also have a vital role to play in reducing risk of 
infection to themselves and other patients. 

Our hands may look clean, but most germs 
are invisible to our eyes. Germs can be 
unknowingly transmitted to others and to the 
environment on our hands. 

Our staff also have a responsibility to practice 
good hand hygiene. There are five moments 
when hand hygiene should be performed by 
your healthcare provider: 

1. When arriving to attend to your care.

2. Before attending to your care.

3. After attending to your care. 

4. After touching you. 

5.  After touching the surroundings but not 
necessarily you. 

If you do not see our staff wash their hands or 
use the alcohol-based hand rub, feel free to 
remind them to do so. 

If you have any questions about infection 
control, the nursing staff will be happy 
assist you. The hospital’s Infection Control 
Coordinator is also available to answer any of 
your queries. Your cooperation in helping us to 
maintain a high standard of infection control is 
appreciated. 

Interpreter 

If the services of an interpreter are required, 
please inform nursing staff so that the 
necessary arrangements can be made. There 
may be a cost associated with the service. 

Lost Property 

Personal belongings inadvertently left after 
discharge will remain on the ward. 

If you leave something behind and would 
like to chase it up, please contact the ward 
from where you were discharged. Staff will 
endeavour to label any item with your name 
and you will be contacted to collect the items. 

Magnolia Unit 

The Magnolia Unit provides care for the Acute 
Medical/Oncology patient. At times, Magnolia 
also provides inpatient rehabilitation services. 

At South Eastern Private Hospital, we are 
proud of the care we provide and we would 
like you to be satisfied with your care. Please 
tell us of any concerns or issues as soon as they 
arise. 

Our staff are friendly and approachable, so 
please talk with the nurse caring for you or the 
Nurse Unit Manager. 



12 

patient Information

Manual Handling

Our hospital has safe work procedures to 
guide our staff in providing patient care, 
ensuring safety both for the patient and for 
the staff.  This includes manual handling where 
staff are required to avoid lifting patients.   

We encourage patients to assist in their 
own transfers where possible. Staff will use 
handling aids (e.g. lifting hoists) which may 
mean there is a delay whilst the proper 
equipment is being obtained.

Medical Officers 

Our hospital is serviced by a number of Visiting 
Medical Officers, who have vast experience in 
a wide range of specialties. All medical staff 
undergo a stringent credentialing process to 
gain admitting rights to the hospital, ensuring 
optimal care for our patients. 

Medications 

It is very important that we know what 
medication you are taking. Please ensure 
that you tell us of any medication – both 
prescribed and non-prescribed (those bought 
at supermarket, over-the-counter, herbal etc) – 
that you are taking when you are admitted to 
hospital.

During your admission your medications will 
be securely stored and given to you by a nurse, 
doctor or pharmacist. When nurses are giving 
out medications, please try not to interrupt 
them unless it is urgent, because interruptions 
may cause an error. 

Please ask another member of the team to 
assist you if necessary at this time. 

You may be required to stop some 
medications whilst you are in hospital. This will 
be discussed with you by your doctor.  

If you are unclear of any changes to your 
medications, what you are taking and why, 
or you have any other questions about your 
medications, ensure that you ask the nurse, 
doctor or pharmacists for further information. 
Upon discharge, you will be provided with a 
medication profile from Slade Pharmacy. 

For more information, see our brochure on 
Medication Safety.

South Eastern Private Hospital is committed 
to antimicrobial stewardship, which means 
that we want to ensure that patients who 
need antibiotic therapy get the right antibiotic 
at the right time, for the right duration. 
Antimicrobial stewardship decreases the 
likelihood of bacteria becoming resistant. 
For additional information on what you can 
do to help, see our brochure Get Smart about 
Antibiotic Use.

Mental Health Services – 
Inpatient

The Emerald and Olinda wards are situated 
in the Mental Health Services building of the 
hospital. Entry is via Gate 2 or Beck Court 
from Heatherton Road. Across both wards, 
we have a total of 60 mental health inpatient 
beds. Our mental health wards are staffed 
by experienced psychiatrists, nursing staff, 
psychologists, exercise physiologists, and 
social workers, who will form part of your 
multidisciplinary team that will be supporting 
you in your recovery. 
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We support patients with a range of mental 
health difficulties:

•  Anxiety

•  Depression 

•  Mania 

•  Relationship issues

•  Grief/loss

•  And much more

To further support you, our allied health team 
will offer individual sessions with you and have 
also developed therapeutic inpatient group 
programs for every day of the week where 
you can learn important coping strategies to 
manage different issues you may be struggling 
with. 

Our Mental Consulting Suites are also based 
in this building and this is where you can see 
your private psychiatrist as outpatients.

SEPH hospital provide ECT for both inpatient 
and day patients,  which give 80% good 
response to depressed patients. ECT is a 
medical treatment for severe depression, 
bipolar and psychotic illnesses such as 
schizophrenia. A careful controlled electric 
current is passed through the scalp and 
induces a seizures throughout the brain, 
affecting the brains electrical activity and 
producing an improvement in depressive and 
psychotic symptoms. 

Along with ECT SEPH provide rTMS as well. 
Repetitive Transcranial magnetic Stimulation 
(rTMS) is an alternative treatment for 
depression and possibly other psychiatric 
disorders. Studies have clearly shown that 
rTMS is an effective treatment for patients with 
depression. 

Mental Health Services – Day 
Program

At South Eastern Private Hospital, we 
understand that struggling with mental health 
issues in the community or post-discharge can 
be really difficult at times. As such, we have 
a range of therapeutic group day programs 
to further support the recovery of all private 
mental health patients. These different group 
programs utilise a variety of therapeutic 
approaches to cover a diversity of mental 
health issues, so as to ensure that you will 
be able to find one that is suitable to your 
needs and be able to access support for your 
recovery. 

Some examples of day programs we run 
include:     

•  Acceptance and Commitment Therapy

•  Cognitive Behavioural Therapy

•  Art Therapy

•  Dialectical Behaviour Therapy

Should you be interested in any of our 
therapeutic group day programs, simply 
approach your psychiatrist, a nursing staff 
or an allied health staff to ask about it. A 
referral will be completed and your treating 
psychiatrist will assess your suitability. 
Depending on your private health funds, you 
are also able to use your private health funds 
to cover the expenses of attending our day 
programs

Newspapers 

Daily newspapers and magazines are available 
for purchase from the café. 
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Oncology Unit – Day Oncology 
Unit 

The Oncology Unit provides high-quality care 
to a range of clients on a daily basis. These 
include administration of chemotherapy, 
blood and blood products, depending on 
your diagnosis. Our core value is to strive for 

excellent care of a holistic nature. 

Pastoral Care 

We can help you contact your local clergy/
church for assistance if required. 

Pathology 

Pathology is located onsite and provides a 24-
hour service to hospital inpatients. If you have 
a pathology service performed whilst you are 
in hospital, a separate account may be sent to 
you, which can be claimed from Medicare and 
your health fund. Outpatient pathology can 
be conducted at the pathology rooms in the 
hospital or adjacent to the facility. 

Patient Record 

A patient record will be kept of your illness 
and treatment. This record is confidential 
and access is limited only to the healthcare 
professionals directly involved in your 
treatment. 

Your patient records will remain in the 
property of the hospital. The contents of your 
patient record will be divulged only with your 
written consent, or where required by law. You 
may request to access your patient record. 
Please refer to the Privacy Policy  brochure. 

Patient enquiries can be made at any time by 
telephoning (03) 9549 6555. 

Personal Belongings and 
Valuables 

Please do not bring jewellery or large amounts 
of money to hospital. While every care is taken 
for security, the hospital does not accept 
responsibility if valuables are lost or stolen. If 
you must bring such items, please ask staff to 
arrange safe custody or ask a family member 
to take them home. 
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Personal Laundry 

Personal laundry services are not available at 
South Eastern Private Hospital. Please ensure 
you send your personal laundry home with 
family. Mental Health patients will have access 
to laundry facilities within their unit.

Pharmacy 

A pharmacy service is provided by an 
independent pharmacy onsite. Pharmacists 
will attend each ward daily. They will dispense 
medications as requested by your doctor and 
explain new medications.  Some medications 
are given in addition to your hospital charges. 
If applicable, a separate pharmacy account will 
be made, and you will be required to pay on 
discharge. 

Photography 

In the interest of patient safety, clinical 
teamwork and privacy of staff members 
(including medical personnel), we ask that 
you gain permission from your doctor and 
the Nurse Unit Manager prior to taking any 
photographs. You must have permission from 
staff before you include them in a photograph. 
You are welcome to record pictures and sound 
in the privacy of your own room, providing 
this does not encroach on the privacy of other 
patients or staff members. 

Privacy

South Eastern Private Hospital complies with 
the Commonwealth Privacy Act, the Health 
Records Act 2001, and all other state/territory 
legislative requirements in relation to the 
management of personal information. 

Our patients can feel safe in the knowledge 
that we safeguard their personal health 
information, ensuring that confidentiality is 
respected and information is securely stored. 

Our privacy policy and brochure relating to the 
collection and use of your health information 
is readily available within the hospital. 

If you have any further queries in relation to 
our privacy policy or our health information 
management practices, please contact the 
Privacy Officer. Ask the nursing staff to arrange 
this for you. 

Quality Improvement 

The hospital uses many kinds of quality 
measures and reviews to ensure a high 
standard of care and continuous improvement 
cycle. South Eastern Private Hospital is fully 
accredited by the Australian Council on 
Healthcare Standards. Quality is an important 
consideration of all processes within our 
organisation. We value your input into 
improvements; any suggestions or feedback 
are gratefully received. 

If you would like to assist us with quality 
improvement projects, please feel free to 
contact our Quality Manager. 

Radiology 

Radiology is provided by an independent 
radiology service located within the hospital. 
A highly sophisticated service is provided to 
inpatients and outpatients at South Eastern 
Private Hospital. Services include X-Ray, 
CT scan, mammography, OPG (dental) and 
ultrasound. Some interventional procedures 
are also performed in the radiology 
department. 
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Rights and Responsibilities 

As a patient of South Eastern Private Hospital, 
you are entitled to expect and receive high-
quality services and care. It is important that 
you know what to expect from the hospital 
and what your responsibilities are whilst you 
are in our care. 

The Australian Charter of Health Care Rights 
describes the rights of patients, consumers 
and other people using a health care services. 
South Eastern Private Hospital supports and is 
committed to these principles. 

Patients’ Rights 
 You have a right to: 

Access 

•  Healthcare services and treatment that 
meets your needs.

Safety

•  Receive safe and high-quality health care 
that meets national standard.

•  Be cared for in an environment that makes 
you feel safe.

Respect

•  Be treated as an individual, and with 
dignity and respect.

•  Have your culture, identity, beliefs and 
choices recognised and respected.

Partnership 

•  Ask questions and be involved in open and 
honest communication. 

•  Make decisions with your health care 
provider, to the extent that you choose and 
are able to.

•  Include the people that you want in 
planning and decision making. 

Information 

•  Clear information about your condition, 
the possible benefits and risks of different 
tests and treatments, so you can give your 
informed consent.

•  Receive information about services, waiting 
times and costs.

•  Be given assistance when you need it, to 
help you to understand and use health 
information.

• Request access to your health information.

•  Be told if something has gone wrong 
during your health care, how it happened, 
how it may affect you and what is being 
done to make your care safe.

Privacy

• Have your personal privacy respected.

•  Have information about your and your 
health kept secure and confidential.

Give feedback 

•  Provide feedback or make a complaint 
without it affecting the way that you are 
treated.

•  Have your concerns addressed in a 
transparent and timely way.

•  Share your experience and participate to 
improve the quality of care and health 
services.

In addition to these rights, we would like to 
highlight some of your responsibilities whilst 
you are a patient in the hospital.
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Patients’ Responsibilities
You have a responsibility to: 

•  Treat all staff, volunteers, patients and 
visitors with respect, courtesy and without 
discrimination on the basis of age, gender, 
race, religion, culture, disability or sexual 
preference.

•  Cooperate with staff in the provision 
and planning of your health status and 
admission.

•  Inform the hospital if you have an 
Advanced Health Directive or an Enduring 
Power of Attorney for any health and/or 
personal matters.

•  Contact the hospital should you wish to 
cancel or postpone your admission, or if 
you are unable to arrive at the scheduled 
time.

•  Tell staff and/or your doctor immediately 
if you have any concerns about your 
condition, or if there is any aspect of your 
care that you do not understand.

•  Respect hospital property, policies and 
regulations.

• Pay all accounts relating to your stay.

•  Direct any complaint to a staff member 
so that appropriate steps can be taken to 
resolve your concerns. 

Sleep Unit 

Our Sleep Unit is designed to provide a quiet 
environment for those undergoing sleep 
studies, and is equipped with comfortable 
double beds in a luxurious setting. 

The sleep unit operates from 6.30pm to 
7.00am, and is supported by a number of 
physicians specialising in sleep disorders. 

Smoking 

Smoking is not permitted within hospital 
buildings or on hospital grounds. South 
Eastern Private Hospital is committed to 
protecting the health and safety of all its 
employees, contractors, patients and visitors 
who may be affected by environmental 
tobacco smoke, by creating a smoke-free 
environment. If you would like to take this 
opportunity to quit smoking, contact the 
Quitline on 13 78 48. 

Telephones 

Telephones are available beside all beds within 
the general ward areas. The day oncology 
and day rehabilitation units have telephones 
available upon request. 

Incoming calls will be placed directly through 
to each room unless otherwise requested. 

To make a call, dial 0, wait for the dial tone, 
then dial the number you require. Overseas 
telephone calls cannot be made from bedside 
telephones. 

Our receptionists will take messages on your 
behalf if required. Remember to contact the 
switchboard on ‘99’ when you are ready to 
receive calls once more. 
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Television 

The hospital provides a television set at your 
bedside at no additional charge. Your nurse 
call handset operates the television. All free-
to-air channels are available, as well as 11 
Foxtel Channels. The TV indicator will be set to 
TV. The button can then be pushed until the 
desired channel is reached. 

The TV can only be heard through the handset 
supplied. If you experience any difficulties 
with the TV, please do not hesitate to ask the 
nursing staff for assistance. You are asked to 
be considerate of others sharing a room with 
regards to noise level and light disturbance.

Visiting Hours

South Eastern Private Hospital supports 
flexible visiting arrangements. We recognise 
that patients can be provided with emotional 
and social support with flexible visiting hours. 

Flexible visiting hours can reduce anxiety, 
confusion and agitation. 

There are no specific rest periods, however 
please ensure your visitors are aware of your 
therapy times to ensure you able to participate 
in your program if required. Exit doors are 
locked at 8.00pm daily, so please ensure your 
visitors depart by then. We appreciate your 
cooperation. 

These are our normal visiting hours. However, 
circumstances may lead to changes (e.g. public 
holidays or external events). As such, visitors 
should always check the hospital’s website 
(southeaternprivate.com.au) for updated 
information.

Wi-Fi 

Patients can enjoy free Internet access. Just 
follow the steps below:

1.  Connect to the ‘SEP-PATIENT’ wireless 
network.

2.  Enter your unique unit record number and 
date of birth when prompted.

3. Then click ‘Connect to Wi Fi’.
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10 Tips for Safer Health Care 

The following 10 Tips can assist you to become 
more active in your health care: 

1.  Be actively involved in your own health 
care.

2.  Speak up if you have any questions or 
concerns.

 •  A family member, carer or interpreter 
can be there with you if this will help. 

3.  Learn more about your condition or 
treatments by asking your doctor or nurse 
and by using other reliable sources of 
information.

4.  Keep a list of all the medicines you are 
taking.

 •  Use the list to let your doctor and 
pharmacist know about everything you 
are taking, and about any drug allergies 
you may have.

 •  Remember to include prescriptions, 
over-the-counter medicines and 
complementary medicines (such as 
vitamins and herbs) on your list. 

5.  Make sure you understand the medicines 
you are taking.

6.  Make sure you get the results of any test or 
procedure.

7.  Talk to your doctor or other health care 
professional about your options if you need 
to go into hospital.

8.  Make sure you understand what will 
happen if you need surgery or a procedure.

9.  Make sure you, your doctor and your 
surgeon all agree on exactly what will be 
done during the operation.

10.  Before you leave hospital, ask your doctor 
or other health care professionals to 
explain the treatment plan you will use at 
home.

 •  Make sure you understand your 
continuing treatment and follow-up 
after discharge home from hospital.

 •  Remember to visit your GP soon after 
you are discharged or if you have any 
concerns regarding your condition.

 •  Contact your surgeon, admitting doctor 
or hospital directly if you have any 
concerns after discharge.

Further Information 

A range of information brochures and 
pamphlets are available in all departments 
that may be of interest to you and your family.  
Please feel free to take any information that is 
provided for you.
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What you need to know for yourself, your family or someone you care for.
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Ask questions
You have the right to ask questions about your care.

�Confirm�details�of�your�operation�beforehand
Ask to be told who will be doing your procedure and what will happen to you.

Understand�the�risks�and�benefits
Find out about your tests and treatments before they happen.

Know�your�rights
You have a number of rights as a patient. Read our guide to find out what they are.

Give�feedback
Feedback helps health professionals spot when improvements can be made.

Find�good�information
Not all information is reliable. Ask your doctor for guidance.

Ask�about�your�care�after�leaving�hospital
Ask for a written outline of your treatment and what should happen after you get home.

List�all�your�medicines
Ask your doctor or pharmacist if you need more information about 
the medicines you are taking.

Understand�privacy�
Your medical information is confidential. You can ask to see your medical record.

www.safetyandquality.gov.au/toptips
Download�our�free�booklet�at:�



We founded our company in 2013 and our mission statement from the very beginning 
has been to provide personal attention, sensitivity and excellent customer service to 
those we have the pleasure of serving. We treat our customers with dignity and 
respect and believe that we have a great privilege to work with our clients in providing 
our professional wig services.
OOur wig salon is located in the Eastern Suburbs of Melbourne but we do offer a ‘wigs 
on wheels’ service throughout the state as well as work with clients across Australia.

R&Z Wigs Australia offers quality human hair 
medical wigs and we specialise in Alopecia, 
hair loss and cancer wigs. 

w w w . r z w i g s a u s t r a l i a . c o m
R&Z WIGS AUSTRALIA

Call us on 1300 599 621  |   Email: info@rzwigsaustralia.com  | Facebook/Instagram: @RZWigsAustralia

The following pages contain  
information on a curated range of local community  
services chosen to help you and your visitors during and  
after your stay.
Though a service’s feature in the publication doesn’t imply an endorsement on 
behalf of the hospital, we want to thank these service providers for their support, 
without which this publication would not be possible. 

Please take the time to look through their services 
and consider their usefulness to you.

hospitalguide.com.au

Local community services  
for your information



BlueCross Hansworth, Mulgrave

1300 133 414
 bluecross.com.au

STAYING ACTIVE
NEVER GETS OLD

BLUECROSS HELPS YOU GET THE MOST FROM LIFE

As one of Victoria’s largest aged care providers, 
BlueCross offers personalised care in your  

home or one of our 33 residences. Either way, 
we’ll keep you living your best you.



BlueCross Hansworth, Mulgrave

1300 133 414
 bluecross.com.au

STAYING ACTIVE
NEVER GETS OLD

BLUECROSS HELPS YOU GET THE MOST FROM LIFE

As one of Victoria’s largest aged care providers, 
BlueCross offers personalised care in your  

home or one of our 33 residences. Either way, 
we’ll keep you living your best you.

You don’t have to do 
it all on your own

Call 1300 998 100  |  Visit regis.com.au

At Regis, our highly-trained and caring staff help you to love the life you live. 
We use innovative programs and proven systems to care for our residents 
and support their choices – so they feel secure and comfortable, can stay 
connected with loved ones, and can be confident about their care. 

Offering a diverse range of options including retirement living, day therapy, 
home care, respite care and residential aged care, we focus on every resident 
and client as an individual. 

Find your moments of joy at Regis.



Our cancer care services

• The latest radiation therapy technology 
and techniques for all cancer types 

• Affordable care – no private health 
insurance required for radiation 
therapy

• No wait list – consultation and 
treatment in a timely manner 

• Telehealth services available 

Please contact our friendly team for more information or speak with your doctor 
about how to obtain a referral.

Icon Cancer Centre Mulgrave
Mulgrave Private Hospital 
Blanton Drive, Mulgrave
P 03 8726 1600  |  F 03 8726 1601 
admin.mulgrave@icon.team

What we offer

• Experienced, local radiation 
oncologists 

• World-class facilities in a calm 
and friendly environment 

• Access to on-site breast care 
nurses, allied health, pharmacy 
and support services

• Free on-site parking 

iconcancercentre.com.au

You can access radiation therapy 
treatment closer to home
Exceptional cancer care is on your doorstep


