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Introduction

Welcome to Raigmore Hospital. We understand that admission to 
hospital, and treatment, can be stressful, however, we will do our very 
best to make your stay as reassuring as possible, and ensure that any 
questions you have are answered in ways you can easily understand.  

We hope this booklet will help you during your stay in Raigmore 
Hospital, but if you do have any questions please do not hesitate to 
contact the Nurse-in-Charge of your ward, or your consultant. 

Raigmore Hospital aims to provide the highest 
standards of care and service for you.

You will be treated as an individual, with dignity and respect.

You will receive clear explanations regarding your diagnosis  
and treatment.

Wherever possible you will be given choices and be involved  
in making decisions about your health.

Any information you give to our staff will be treated in the  
strictest confidence.

You can get as much information as you want about your  
condition, assisted by access to appropriate information held  
about you in your medical records.

You have information to help you stay as healthy as possible.

Any comments or complaints you make will be treated fairly  
and quickly.

Our commitment is that:
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Special requirements for any patients with a disability, or 
who may have difficulty in walking;

If you require any help to get from the car park, or from the bus 
stop, in to the hospital please do not hesitate to contact us.  
Please phone the hospital on 01463-704228 and arrangements 
will be made about the best way to help you.
If you are being taken by car to the hospital your car can be 
parked right outside the main entrance for a few minutes.  This 
will enable you to travel the shortest distance into the hospital.  
Wheel chairs are available at the main entrance to the hospital.  
They are secured by the same mechanism as many supermarket 
trolleys, that require a pound coin to release them.  By doing so 
we aim to always have a chair available 
and encourage it to be returned once it is no longer required.  
If you are deaf, or hard of hearing, we can arrange 
communication support.  Please contact the telephone number 
on the letter you received, or ring 01463 704228
If you have difficulty understanding English we can provide
an interpreter.  Please contact the telephone number on the 
letter you received, or ring 01463 704228.

What should I bring with me?

Any medicines you are taking including oral contraception and 
non-prescription medicines such as herbal and homeopathic.  
Please take in the medicines in their original container or package.
Nightwear including dressing gown, slippers and cotton 
underwear (only all-cotton underwear can be worn in the 
operating theatres).
Toiletries. The hospital stocks a basic range of items, but where 
possible we would appreciate it if you bring your own toiletries 
with you.
A packet of disposable hand wipes for use before mealtimes.
Regularly used equipment (e.g. walking frame, stick, etc.) - 
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contact the nurse-in-charge if you are in doubt.
A small amount of money might be required for shops, 
newsagent facilities and hospital trolley service and 
Patient Line (see “Shops and Facilities” for more details).
Telephone numbers and addresses of relatives, or close friends.

Your care in hospital

What can I expect to be told about my care and treatment?

It is important that you should fully understand the nature of any 
treatment or operation that you may undergo.  If you have had a pre-
operative assessment this should already have been discussed.  
It will be explained to you by the doctor and nurses who will answer 
any questions you might have.

Your doctor and your nurse should discuss plans for your care and 
treatment shortly after admission, and at intervals during your stay 
in hospital. Whenever possible you, and your close relatives/friends 
if you wish, will be encouraged to be involved so that your individual 
needs are met.  If you have any special needs, or preferences, for  
example relating to religious beliefs or diet, please inform your nurse 
or doctor.  If you are unsure about any aspect of your treatment or 
condition please feel free to speak to your nurse or doctor.

Details about your progress will only be given to your relatives and 
friends if we have your permission.  Your confidentiality will be 
respected, and privacy protected.  Where you would like us to update 
family members, it is helpful to identify one individual to contact 
us.  This helps prevent confusion and minimises the time staff spend 
away from caring for you and others on the ward.

Some wards have automated messages that detail the busy times
and will ask for enquiries to made later where possible. 
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Life as a patient in Raigmore

Cardiopulmonary Resuscitation (CPR)

This is often a difficult subject to speak about but it is an important 
aspect of the care we can deliver.  Cardiopulmonary Resuscitation 
(CPR) is an emergency treatment that tries to restart your heart and 
breathing when they have stopped.

Who will decide about CPR?

You and your healthcare team can discuss in advance if you would 
benefit from CPR in an emergency situation.  Your healthcare team 
will look at your state of health, your wishes, whether CPR is likely to 
restart your heart or breathing, and for how long.  They will also think 
about whether CPR will help you live longer and in a way you would 
wish to live.

If your healthcare team think CPR may work for you, they will want to 
know what you think. Your wishes are very important in this decision. 

If your healthcare team are sure CPR won’t work, they can decide 
in advance that it should not be tried.  They will either discuss this 
with you, or if you are not in a position to take part in that discussion 
because of your condition, they will ask someone who knows you 
well to help the team gain a sense of what you would probably think 
if able to take part in the discussion.  They will write this on a form 
called ‘Do Not Attempt Cardiopulmonary Resuscitation’ (a DNACPR 
form). The form will be kept with your health records.  

repeatedly pushing down firmly on your chest
using a mask or a tube to help you breathe
using electric shocks to try to restart your heart

Emergency Treatment

We understand this is can be a very difficult discussion to have but it 
is really important.  NHS Scotland has produced an information guide 
and if you would like a copy, please ask your nurse.

CPR may include:
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Smoking

NHS Highland is committed to providing a safe and healthy 
environment for the public it serves, particularly its patients, visitors 
and staff. Smoking will not be allowed anywhere in Raigmore 
Hospital or within it’s grounds. This will allow Raigmore Hospital to 
fulfil it’s Health Improvement role and to meet the Government’s ban 
on smoking in public places.

If you are concerned about this change and are due to come into 
hospital, please discuss with your General Practitioner (GP) or local 
pharmacy. Alternatively, you may access support from the NHS 
Highland Smoke-Free Service on Lo-Call 0845 757 3077, who provide a 
range of specialist support options to suit everyone who is motivated 
to quit or cut down pre-admision or Smokeline on 0800 84 84 84.

Once you are in hospital, you may ask the ward staff to contact the 
hospital advisor who will help you either to stop smoking or to 
manage temporary abstinence during your admission.

Meals

Your meals are very important when you are in hospital and we want 
you to enjoy them. Please let us have any  comments you may have 
about the food. 

You will receive a menu card to complete for each meal (breakfast, 
lunch and dinner).  This offers you a choice of dishes for all main 
meals as well as a starter and pudding; a vegetarian option is also 
always available. Special requests such as a soft diet or gluten free 
meals can be catered for, as well as your preference for a large or 
small portion. Different cultural diets will  be provided on request.  
Please discuss any requirements with your nurse.  

Snacks are also available at other times, and if you would like to 
know what is available please ask your nurse.
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Staff will help you with filling in your menu card.  They will also 
assist you with your eating and drinking if needed. Some patients, 
who require help at mealtimes, may prefer this to be from a family 
member; please discuss this with your nurse on admission, who will 
be happy to arrange it for you.

Raigmore Hospital operates protected mealtimes to ensure you have 
the peace and time to enjoy your meals. Staff activity will be kept to 
a minimum and please remind your visitors not to visit during this 
time, unless previously agreed with staff to assist with the meal. Meal 
times are clearly displayed on a poster on each ward door.  These vary 
slightly on each ward and your nurse will also be able to tell you the 
times your ward. 

Money and valuables

Raigmore Hospital cannot accept responsibility for any personal 
property which you may retain with you on the ward. This includes 
personal items like hearing aids and spectacles.  It should be noted 
that bedside cupboards are not lockable.  Please do not bring large 
quantities of money or any valuables with you.

If for some reason you do have valuables, arrangements can be made 
with the nurse-in-charge to deposit for safe-keeping.  These will be 
secured with the Hospital Cashier.  You will be given a receipt which 
should be produced when you wish to withdraw your possessions. 
Cash may have to be returned to you as a cheque.

Clothing and personal items

Each bed has a locker and wardrobe where you can keep the 
toiletries and personal belongings you will require. Please remind 
your relatives or friends to bring in appropriate clothing ready for 
your discharge home.
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Fire safety in hospital

All Raigmore staff are fully conversant with the procedures to be 
carried out to ensure safety in the event of fire.  Fire prevention is 
important and your compliance with the rules is essential.

If you discover or suspect a fire:
1. Raise the alarm by the operating the nearest break glass unit.
2. Inform a member of staff.
3. Leave the building by the nearest emergency exit.
4. Obey the instructions of hospital staff.

If you hear the fire alarm:

1. Leave the building by the nearest emergency exit.
2. Obey the instructions of hospital staff.

In the event of a fire do not use the lifts unless told to do so by a 
member of staff. Do not re-enter the building until told it is safe to 
do so.

Leaving the ward

If you ever have to leave the ward, for whatever reason, please ensure 
that you inform a member of the ward staff before you leave.
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The Health and Social Care team
All staff should introduce themselves and ask you how you would like 
staff to address you.  If this does not happen please tell the nurse-in-
charge. All staff will wear official uniforms and identification badges.

During your stay, your core health and social care team may consist of:
      Senior Charge Nurse
Often called ward sister in the past, this is the most senior nurse in     
the ward who is responsible for the ward environment, the staff  and 
the activity within it.

      Staff Nurses
Qualified  nurses who plan and deliver your care and take 
responsibility for your care needs.

      Nursing Auxiliaries
Who will help you with essential elements of care like washing and 
dressing and may perform more specific duties like taking blood or 
carrying out observations (such as pulse, and blood pressure checks).

      Allied Health Professionals 
Physiotherapists, occupational therapists, dieticians, speech 
therapists who provide you with their specialist service as necessary.

      Chaplains 
Support all staff to help provide spiritual care. Our chaplaincy team 
is available 24 hours a day. The team strive to support people of all 
faiths and none. If you would like to see a chaplain or please ask a 
member of staff who will contact them for you. 

      Social Workers
Provide practical and emotional support to individuals who may be 
experiencing the effects of illness or disability.  As part of the multi-
disciplinary approach to patient care, they work in order to achieve 
and ensure the best possible care for each individual in hospital and 
on discharge.
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      Domestic Services
These staff help with the vital work of keeping the hospital clean 
and making sure meal trays are cleared away and every part of the 
hospital maintained to strict national standards.

      Porters
Porters keep the hospital moving!  Some are wholly focused on 
transporting patients around the hospital, while others are involved 
in keeping the vast number of supplies running that help stock the 
wards and departments.  

      Administration and Reception staff
Perform a huge number of roles to support the clinical team and 
make sure notes are ordered, records updated and the business side 
of care runs smoothly.

      Consultants
The most senior doctors and surgeons who are responsible for the 
overall medical care and treatment you receive.

      Specialist trainee doctors (STR and SpR)
Also known as middle grades or registrars, these are experienced 
doctors, qualified for up to seven years but who are adding to their 
skills and qualifications.

      Foundation doctors
These are junior doctors in their first or second year as qualified 
professionals.

      Students
Students of all professions may be present at examinations or 
involved in delivering your care.  If you would prefer that this is not 
the case please tell the nurse or doctor treating you.  This is not a 
problem and will not affect your care.
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Visitors

The exceptions to this are the Children’s Ward, Critical Care / High 
Dependency and primary supporters (e.g. fathers, partners) visiting 
the Maternity Ward. Visiting arrangements should be discussed with 
the staff on duty.

Having set hours helps ensure that mealtimes are not disrupted as we 
regard food as being an important part of your care. We ask that your 
visitors are reminded of this and do not visit during these protected 
mealtimes unless it has been agreed with Charge Nurse first.

Raigmore Hospital is in the process of testing open visiting.  
Your nurse will be able to tell you if this is happening in your ward.

The Visiting Hours for Raigmore Hospital are:

Visiting Times

14:30 - 16:30 and18:30 - 20:30

It is important that family and friends try and co-ordinate their visits. 
No more than two visitors are allowed per bed at any one time. This 
is particularly important in six bedded rooms, where there are other 
patients and some may be very unwell.
Staff and visitors need to respect that patients need rest, and so we 
must all be considerate about noise.
Sometimes we may feel that it is better for you not to have visitors.  
If we do then we will discuss this with your first.
 

Infection control and hand washing
 Maintaining a clean environment is also very important to us 
and the clinical staff work in partnership with the domestic 
team to make this possible.
Healthcare staff clean their hands with soap and water or 

Patient Wellbeing
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We have a number of information leaflets about 
infection control and prevention.  Please ask your 
nurse if you would like to read one.

alcohol gel.  Please ask all staff to clean their hands before 
caring for If there is anything concerning you about the 
cleanliness of the environment, please let your nurse know who 
will be able to deal with the situation.  
Stopping infection spreading or entering the hospital is also vital.  
If your family are feeling ill then, generally speaking, please ask 
them not to visit you.  When they do visit, it
can help us if they use the hand cleaning gel 
at the ward doors to help clean their hands.  
Please also ask them not to sit on your bed.

Visitors
 

Liaising with ward staff
 

If there are particular reasons why visitors 
can’t visit during the set times, they 
should seek prior approval from 
staff before arriving on the ward.

At times your visitors may be asked to leave 
a ward. If this happens, it is for an important 
reason connected with the care of patients, 
or other reasons in the best interests of 
visitors and for everyone’s safety.

In order to ensure that the right people get 
the right information one family member 
/ carer should be elected to contact the 
hospital on behalf of friends and family to 
find out how you are.
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Leaving Hospital

You may require a period of in-patient rehabilitation once your 
condition has stabilised.  Wherever possible this rehabilitation will be 
provided in a community hospital close to the your home, however 
this may not always be possible and you may be moved where beds 
and services are immediately available .  This will be discussed with 
you as early as possible during their stay at Raigmore Hospital.
 

Community Hospital Transfer

A letter will be sent to your general practitioner (GP) giving full details of 
your treatment and any subsequent follow-up care required. To ensure 
fast reporting of laboratory test results, we operate a computerised 
reporting system which is accessible by your GP.  
This means your GP can see the results of tests ordered by your hospital 
doctor and the other way around.

If you need to attend an Out-Patient Clinic, an appointment will be 
made before you leave the hospital: 

Discharge Arrangements

Arrangements for getting you home are your responsibility of 
(or your relatives).  The time of your discharge may be before 
10am, you should ensure your arrangements can accommodate 
this. Ambulances can be arranged for medical reasons only on 
the recommendation of the doctor looking after you.  If you 
foresee any difficulties please tell the nurse-in- charge as soon 
as possible (ideally when you come into hospital or as soon as 
any arrangements you had in place are no longer an option).  
Be sure to talk to the nurse responsible for your care about your 
discharge arrangements, before you contact your family or friends.
You will be given a letter from the hospital doctor to give to 
your GP and if necessary a district nurse.  Please make sure you 
deliver these to your GP within 24 hours if possible.
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You will be given any instructions about treatment and/or 
medication that will continue once you go home.
If you need to take any medicines at home you will normally be 
given a 28 day supply.  If you brought your own medicines into 
hospital these will be returned to you, but you should take only 
what is prescribed by the hospital doctor.  Please allow time 
for your discharge prescription to be prepared as this may take 
some time.
If you are not going to your home address, give the ward an 
address to which mail can be forwarded.

Facilities

A ‘non-denominational’ service of worship for patients, relatives and 
staff is held each Sunday at 9.45am in the Hospital Chapel.  Escorts 
are available to help you along.  

The service on Sunday evening is Episcopal or Anglican, and the 
service on Wednesday afternoon is Roman Catholic.  Notwithstanding 
this, everyone is welcome to all of these services.

The Chapel is open at all times as a place of quiet and meditation.  
Booklets offering comfort, prayer and advice can be found in the 
Chapel vestibule.

Church Services

Two tea bars (inside the main hospital entrance and out patients 
department) offer a range of sandwiches, biscuits, tea, coffee, soups 
and cakes.

On all public holidays these tea bars will be closed, however tea and 
coffee are available in the Dining Room.

Tea Bars
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Public telephones are located inside the hospital main entrance, 
the Out Patients Department, Emergency Department, and in the 
Maternity Unit. Please note that all the telephones are coin operated.

You can use your mobile phone but please respect the privacy 
and dignity of patients and others at all times and do not take 
inappropriate photographs or recordings with your phone.  
Please also be mindful of the possible annoyance to people nearby.  
Patients and staff should not be subject to loud or abusive ring tones 
or phone conversations which they might consider a nuisance.

Telephones and Mobile phones

The Hospedia service is now available in most Raigmore Hospital 
wards.  Each bed has a television on a folding arm, allowing each 
patient to choose what is watched.  Radio programmes can also be 
heard on the Hospedia terminal and is free 

There is also an individual telephone attached to each television 
terminal.  Calls can be dialled directly to the patient from the relative 
and friends.  Outgoing calls can also be made from this telephone.  
There is a charge for using the television and telephone.  Details on 

In the wards

Stationery supplies, stamps, confectionery, soft drinks and a range
of toiletries are available from the Royal Voluntary Service (RVS) shop 
inside the hospital close to the main entrance.

Shop

The RVS carry out trolley visits to the wards Monday to Friday 
each afternoon with toiletries, shampoos, stationery, stamps, 
confectionery, biscuits, etc. A newsagent also calls daily at the wards.

Hospedia, television, radios and personal stereos
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the service and associated charges are available by phoning 0845 414 
1234,  Hospedia staff are also available in the hospital to help patients.

Patients are free to bring in their own personal stereos or miniature 
TVs (earphones must also be brought in).  If such equipment is 
mains powered, it must be checked by the hospital electrician.  The 
equipment should not be used until this check is done.  Delays in 
checking may be experienced over weekends. 

Inverness Hospital Radio broadcasts daily and details of the 
programmes can be found in the Inverness Hospital Radio booklet, 
which is readily available to all wards. 

Hospital Radio

If you require a medical certificate to cover your absence from work, or 
to claim Social Security Benefits, please speak to the nurse-in-charge.

Medical certificates

More Services

The Raigmore Hospital Citizens’ Advice Bureau offers free, 
independent and confidential advice for patients, their carers, families 
or hospital staff. The Macmillan CAB is especially for people living 
with cancer.

Many patients or people affected by illness may have questions or 
need information on issues such as benefits, prescriptions, claiming 
fares, housing, employment rights, travel insurance and debts.  

Staff working in the CAB can help in all these areas and many others, 
providing a listening ear, practical guidance and representation. 
You can access the CAB office by going to zone 6 and using the exit 

Citizens’ Advice Bureau (CAB) and The Macmillan CAB Service
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situated near the Cashier’s Office.  The CAB office has a separate entry 
just outside the main building  They are clearly signposted, and you 
can visit in person or call to arrange an appointment.  
Home visits where needed can also be arranged.  Tel 01463-706014
To speak to a specialist cancer welfare rights worker, please phone 
01463-706178.

The RVS provides three services in Raigmore with the shop, trolleys 
and escort service, and around 300 volunteers.  All profits from the 
RVS hospital service are donated back to the hospital.

A wide variety of services are also provided in the community and 
these might be helpful when you return home.

If you are interested in helping with the RVS either in the hospital 
or in the community, please contact your local office. Volunteers are 
always welcome.

Royal Voluntary Service

The League of Friends of Raigmore Hospital was started in 1980, with 
a view to helping the new hospital.  Since that time, many thousands 
of pounds have been raised to provide facilities for patients - those 
include ice making machines, pumps for the oncology unit, fans, 
special mattresses and pictures.

The League also has a group of friends and members who visit 
patients who are far from home, or who have no regular visitors.  

New friends and members are always welcome, and application forms 
are obtainable from the League of Friends Noticeboard, located in the 
hospital main entrance.

League of Friends
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Raigmore Hospital’s Patients’ Council is here to support the views 
of patients and their families, and to provide the hospital’s senior 
managers with a patient’s perspective. 

If you would like to become a member of the Patients Council or have 
any ideas, comments, suggestions or issues you would like to be raised 
through the Patients’ Council, please contact 01463-705155 to speak 
to the Patients’ Council administrator.

The Patients’ Council may also be contacted by post at:  
Raigmore Hospital Patients’ Council, Raigmore Hospital, Old Perth 
Road, Inverness IV2 3UJ.

This will ensure the matter is raised at the next Patients’ Council 
meeting.  The Patients’ Council’s web site is available on: 
         http://www.thehpc.org.uk/raigmore

Patients’ Council

Occasionally patients wish to show their appreciation to the hospital.  
We ask that gifts of any description should be for the benefit of a 
group of staff, such as a ward or department, and not for individual 
employees who are not allowed to accept personal gifts.

Raigmore Hospital benefits from a number of endowment funds, 
which are administered by its Finance Department. Anyone wishing 
for more information should contact The Director of Finance, NHS 
Highland, Assynt House, Beechwood Park, Inverness, IV2 3HG 
(Telephone 01463 704836).

Gifts and Donations
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Feedback

If you would like to make a comment about our care or services, 
including how you feel they can be improved, please complete a
form which is available in every ward and department.  Each form 
will be read by senior managers, who will do their best to act on your 
ideas and feed-back.

Comments, Compliments and Suggestions

If you are unhappy about our services and wish to make an informal 
complaint, please raise the matter with the staff member concerned, 
or with the person in charge of the ward or department, whenever 
possible.  They will do their very best to resolve your concerns there 
and then and indeed is how most complaints are settled.  If you 
are not satisfied with the answer you get, please ask for the Duty 
Manager who will listen to your feedback and suggest a way of 
resolving it.  This might involve meeting a senior member of staff, 
or arranging for someone to telephone you to try to resolve matters.

Patient Opinion

Informal Complaints

This is an independent, not-for-profit organisation, which runs the 
Patient Opinion website, where patients can tell their story about 
their experience of the NHS. Senior colleagues in NHS Highland, 
including the Chief Executive and Board Director of Nursing have 
given a commitment to view and respond to all Opinions posted
from people in Highland.
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The leaflet is also available in other languages and versions on the web 
site. Leaflets can also be obtained from the Complaints Team, see above. 

 The Feedback Team
 NHS Highland
 PO BOX 5713
 INVERNESS
 IV1 9AQ
 Tel: - 01463-705997
 Email: nhshighland.feedback@nhs.net

If English is not your first language an interpreter can be 
arranged or please feel free to write your letter of complaint in 
your own language.

A complaint can be submitted either within six months of the 
event itself, or within six months of the complainant becoming 
aware of a cause for complaint, provided – normally – that 
this is not more than 12 months after the event itself.  You will 
receive an acknowledgement of your complaint within three 
working days.

Your complaint will be thoroughly investigated and you 
will receive a written reply within 20 working days.  If the 
investigation is taking a little longer than usual, you will receive 
a letter explaining the delay and indicating when final response 
will be sent. 

Formal Complaints

If you wish to speak to someone out with the ward or 
department to make a formal complaint  please contact: 

a)

b)

c)

A leaflet “Making a Complaint about the NHS” is available on the 
NHS Highland website on:  www.show.scot.nhs.uk/nhshighland
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Information provided by Patients

We ask for information about you so that you can receive proper care 
and treatment.  We keep this information, together with details of your 
care, because it may be needed if we see you again. 

If you wish to see your healthcare records, please ask in the ward for
the leaflet “How to see your Health Records” and an application form.  
The leaflet explains your rights.  The application form should be 
completed and returned if you wish to see your records.
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