








Private Health Insurance
Patients with private health insurance often ask us whether their  
insurance scheme will contribute towards their stay at the hospice. 

Schemes do vary so if you have private health insurance please let your 
insurance scheme know that you are an inpatient.They will let you know 
if your scheme includes partial reimbursement for a hospice inpatient 
stay. If they do, you will be forwarded an appropriate form for the  
inpatient care team to fill in. 

If your scheme is not sure or needs advice, our Finance Manager is 
happy to help and can be reached via the hospice main telephone 
number.

Confidentiality
From time to time Health Authorities and the Office of Population 
Census and Surveys ask us for information about all our patients as 
part of our working arrangements with them. We provide information 
from our computer and written records. However, we ensure that all our 
records are kept securely and in such a way as to maintain confidentiality.

Access to Patient Records
Application to access patient health records should be made either  
verbally or in writing to the Medical Director.

Share your experience and make a difference
Those who have experienced our services, whether as a patient or  
relative, are almost always the best people to spread the hospice  
message. Quite simply it means so much more to hear it from someone 
who really knows first hand what Saint Francis Hospice is all about.

“Maybe if we can encourage people to talk we can make things better  
for other families and that would be a great thing to do in Debbie’s 
name.” Cliff Jones, Debbie’s father, Spurs legend and hospice patron.

If you would like to join Cliff in sharing your experiences to enable us  
to continue the work of the hospice then we would be delighted to  

hear from you. Your words could comfort people already in our care,  
persuade others to turn to the hospice for help or inspire that all  
important next donation.  You can provide as much or as little information 
as you wish and we will always seek approval before using your story.

Saint Francis Hospice also has access to a team of talented volunteer 
photographers who provide us with quality images to help illustrate the 
impact of first class patient care.  If you want to tell us about your hospice 
experience and/or have your photograph taken then please call the  
communications team on 01708 771405.  We would be delighted to 
hear from you.

Comments, Compliments and Complaints
We hope you will be happy with all aspects of our care and services and 
we welcome your views, comments and suggestions.

Comments
We are always interested to hear your views and if you have any  
comments or suggestions, please let us know by using a “comments card”  
(available from the ward lounge) or use the Guest Book at reception.

Compliments
It is reassuring for us to know that we are meeting the high standards  
of care and service that we set for ourselves. So, when you are  
particularly pleased with the care you receive, please tell us. Please  
use a “comments card” (available from the ward lounge) or use the  
Guest Book at reception.

Complaints
Sometimes mistakes happen and, when they occur at the hospice, we 
would like to know. If any aspect of your care gives you cause for  
dissatisfaction please speak to us. All complaints are taken seriously and 
will be dealt with promptly, sympathetically and in complete confidence.

For further details, please see our Comments Compliments Complaints 
leaflet available from the ward lounge. 
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