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Hunter New England Mental Health would like to 

Acknowledge the Traditional Custodians of the nations within 

Hunter New England Health region and pay our respects to 

Elders, past, present and emerging. We acknowledge the 

significant place that Aboriginal and Torres Strait Islander 

people hold in Australia as the First Peoples of this Nation. 

We ask all those that walk, work and live on traditional 

Aboriginal lands to be respectful of culture and traditions 

“Bringing us one step closer: The Hunter New England Mental Health Service 
Closing the Gap Committee" 

We pledge to ‘Closing the Gap’ and improving the health outcomes of Aboriginal and Torres Strait 

Islander people. We commit to you the development of culturally safe partnerships with local 

Aboriginal communities, organisations, community controlled Health Service and Aboriginal and 

Torres Strait Islander staff of Hunter New England Local Health District. We commit to the 

provision of culturally safe and respectful services and a culturally safe environment for 

Aboriginal and Torres Strait Islander people accessing our services, their families and community 

and for Aboriginal and Torres Strait Islander people working within our service. We are committed 

to the elimination of racism in all its forms and aim for all mental health services to offer equity 

and access and contribute to improved health status of Aboriginal and Torres Strait Islander 

people. 
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WELCOME FROM THE GENERAL MANAGER 

Receiving support from a health service can come with so many feelings: Relief, fear, worry and 

even intimidation. For each person and each family, it is their own personal journey.  

Our job at Hunter New England Mental Health is to make sure that your experience is as smooth 

as it can be. We believe in providing Excellence in service, for every patient and every family, 

every time. For us this means making sure that you are made to feel safe, you feel respected and 

are involved in every aspect of your care and treatment – you are, after all, the expert in your life 

and we need to work with you in order to help you the best way we can. If at any time you don’t 

feel safe, please reach out to a trusted staff member and talk to them about what is happening. 

This information booklet has been developed in consultation with patients, family and carers and 

clinicians to ensure that as much information is provided to help you know what to expect during 

your stay. It is the first step towards answering any questions you, your family, or carers may 

have. You will also be appointed a Care Coordinator (Allocated Nurse) who will work with you, 

your family and/or carer, along with the treating team, to provide you with the best and safest care 

possible during your time here. 

We know that at times, your expectations may not be met and we encourage you to share your 

feedback with us so that we can continue to improve the service that we provide. If you would like 

to do this, we encourage you to reach out and talk to a staff member you trust and feel safe with. 

They will be able to assist you in how best to provide feedback. 

We welcome you to Hunter New England Mental Health Service and wish you all the best. 

Leanne Johnson 

General Manager  

Hunter New England Local Health District 

Mental Health Service 

21st March 2019 DO N
OT PRIN
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ABOUT OUR SERVICE 

Hunter New England (HNE) Mental Health provides hospital and community-based mental health 

care to people living in the HNE Local Health District. With almost 1,600 staff involved in many 

different aspects of specialist mental health care, our focus remains on empowering you to 

become resilient, independent and to self-manage your illness and recovery, now and into the 

future. 

Excellence is the ultimate aim of HNE Health and the core of our culture. Excellence is the 

planned, disciplined approach to doing the right thing for patients and their families, doing it 

consistently and doing it with respect. 

Our Mission 

Healthy people - now and into the future. 

Our Goals 

Keeping people healthy and in the community. 

Providing world-class clinical services with timely access and effective infrastructure. 

Our Values 

HNE Health is a values-based organisation. The behaviour of our staff and their interaction with 

the people that come to us for service reflect our CORE values of Collaboration, Openness, 

Respect and Empowerment. 

Respect 

HNE Health has an established code of conduct for its employees, which requires us to act in a 

manner consistent with our values. As health care providers, we will continually strive to act in a 

courteous, caring manner and respect to your needs. 

As a patient, carer, family member or visitor, we ask that you treat our staff and others with the 

same courtesy and respect. Visitors not acting respectfully towards others may be asked to leave. 

If you feel you have been treated disrespectfully by a staff member, please raise it through any 

one of the avenues outlined in the Feedback section of this guide. 
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THE PURPOSE OF THIS ADMISSION PACK 

The purpose of this Admission Pack is to provide you with key information when you are admitted 

to our inpatient units such as who makes up your treating team and the care you’ll receive. 

In addition to this pack, we will provide you with local information in the Unit Information Pack, as 

well as some key brochures and fact sheets that will help answer any questions you might have. 

This pack is yours to keep, so feel free to write, draw or highlight any information you feel is 

important or may need clarification. There is a space at the end of this pack for you to write down 

any important information. 

It may take you some time to get through the whole pack, so please take your time, and remember 

your treating team are available to help you. 
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YOUR TREATING TEAM 

While you are accessing our service, a number of health professionals will be working together to 

provide you with care, treatment and support. This team is referred to as a “multidisciplinary team”. 

You may not meet all members of the team during your care, but they are available to assist you 

when specific care is required. Here is some information about how your team will assist in your 

recovery. In the Unit Information Pack, there is space for you to write down any information you 

wish to remember about your treating team.  

HEALTH PROFESSIONALS 

Medical 

There are different levels of care provided by doctors and psychiatrists while in hospital. Whilst a 

Psychiatrist has overall responsibility for the care of patients, the Psychiatric Registrar is the 

doctor who will see patients on a regular basis during their stay. You may also be in contact with 

a Junior Medical Officer (JMO), who are currently gaining experience in psychiatry.  

Nursing 

Nursing staff oversee care provision and maintain a therapeutic environment at all times. Mental 

Health nurses are skilled in providing nursing care to people with a mental health condition. They 

supervise day-to-day care of all patients and also provide education and support to patients, and 

their families or carers. 

Nurse Unit Manager 

The Nurse Unit Manager (NUM) is a Registered Nurse who is the most senior nurse in the 

inpatient unit. They provide leadership and direction to ensure that care is planned and delivered 

in a manner that has your wellbeing as its focus. Contact details for the Nurse Unit Manager for 

this unit will be available in the Unit Information Pack. 

Allocated Nurse 

Each shift you will have an Allocated Nurse who will be your primary contact and assist you with 

any questions or concerns you may have. Your Allocated Nurse will:  

 Get to know you and your strengths

 Find out how you’re feeling

 Discuss any plans with you

 Give counselling, information and advice

If you feel your needs are not being supported, please speak with the Nurse Unit Manager. 

Contact details are located in the Unit Information pack. 
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Social Worker 

Social workers are another important part of your treating team. They provide interventions that 

assist in managing social and emotional issues associated with your wellbeing and recovery.  

Social workers are focused on ways to improve you and your family’s access to health care 

services and community resources and look at opportunities to empower you to play an active 

role in your recovery. They are a great source of information around the broader issues impacted 

by mental illness such as the impact on friends, family, work, housing and finances. 

Occupational Therapist 

Occupational Therapists (OT) are health professionals who promote wellbeing through 

participation in occupation (activity). OT’s look at the “functional” impacts of mental illness. They 

assist people to look at how their mental illness may be affecting their ability to do the things they 

want to do in their everyday live. OT’s help people to identify their personal strengths and then 

use these strengths to overcome challenges, set goals and develop plans to improve their life.   

Aboriginal Liaison Officer 

The Aboriginal Liaison Officer (ALO) provides leadership, cultural awareness (for staff and 

patients), culturally appropriate referrals and other services to Aboriginal patients. They are the 

link between the consumer, the Aboriginal community and mental health services. 

The ALO ensures the patient’s cultural and spiritual needs are met and assists Aboriginal patients 

to understand the process of admission, reviews, tribunal and discharge. They also link with 

Aboriginal agencies and communities that will support patients to reintegrate into their home 

communities. If you wish to speak with an ALO, please ask your Allocated Nurse. 

Peer Worker 

Peer Workers have personal experience of mental illness. Their lived experience can be called 

upon to assist in care planning and goal setting. Peer Workers can also support you in advocating 

for issues around your treatment and care.  As a part of the team, they will support you to speak 

up about your wishes and goals for treatment. If you wish to speak with a Peer Worker, please 

ask your Allocated Nurse to make a referral. 

Psychologist 

Psychologists are specialists in the assessment, diagnosis and treatment of psychological 

difficulties and mental health conditions. Treatment may include a range of non-drug treatments, 

strategies and therapies to help manage your illness in hospital, but also manage your illness at 

home. Psychologists may run group programs about managing emotional and psychological 

issues and are also available for some one-on-one. 
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Pastoral Care/Chaplain 

The Chaplain visits each unit on a regular basis. We can arrange for a Chaplain to listen, support 

and give encouragement and comfort to you. Our Chaplain also provides a ministry of prayer and 

sacraments to those who request it. Please feel free to request a visit by asking your Allocated 

Nurse to contact the Chaplain on your behalf. 

Migrant and Multicultural Assistance 

The Multicultural Health Liaison Officer for Mental Health & Drug and Alcohol Clinical Services 

provides consultancy, liaison, advocacy, information and multicultural support to patients and staff 

on any cultural or language issue which may arise before, during and after the treatment. 

A free, confidential service is available for you or your family/carer if you require an interpreter for 

communicating medical, social or other information. The Health Care Interpreter Service provides 

professional interpreters to facilitate communication between health professionals and clients who 

are deaf or who have limited English. Working through a professional interpreter ensures that: 

• Accurate information is transmitted

• Informed consent

• Exchanged information is kept confidential

• Your privacy is protected

The service provides interpreting services 24 hours a day, 7 days a week. 

Please ask your allocated nurse to arrange these services.  

Other Supporting Staff 

Other staff may be called upon if needed, and include: pharmacists, speech therapists, dieticians 

and general medical staff. These health professionals provide multidisciplinary input if required. 

All teams are supported by some non-clinical and administration staff to provide day-to-day 

managerial, clerical and administrative support. 

For all information regarding Volunteers, please refer to the Unit Information Pack. DO N
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ORIENTATION 

WHO ORIENTATES ME TO THE UNIT I AM IN? 

When you are admitted to hospital, your Allocated Nurse will show you to your room and where 

to keep your belongings. You will also receive an orientation that outlines some of the following:  

 How the unit works  The unit’s daily schedule

 The communal areas of the unit  How to use the Care Board in my room

 Meal Times  Between meals, drinks and snacks

 When people can visit and what they

can bring

 Where and how to use the laundry

facilities

 How to access important items I may

have forgotten, e.g. toothbrush,

toothpaste, shampoo, razor, clothes

etc.

 How to make phone calls

This is a difficult time - there is a lot to take in and you may forget some things you are told in the 

first few hours. Make sure you speak to your Allocated Nurse or a Peer Worker if there is anything 

you are confused about. Also write any questions you may have on the Care Board in your room. 

For further information regarding the unit, please refer to the Unit Information Pack.  

YOUR TREATMENT  

Treatment usually includes a combination of: 

 Therapeutic individual and group programs designed to assist you to develop new life

skills and coping strategies.

 Education and support around lifestyle issues that may affect your health.

 Assistance and support around life stressors—such as employment, housing,

relationships, Centrelink.

 Where required, the introduction, review and management of medications that may help

with the cause and or symptoms of illness or disorder.

Care plans are developed in collaboration with consumers and their family or carers.  Your treating 

team should clearly explain all proposed treatments before they are initiated. While you have the 

right to refuse any treatment or withdraw your consent to treatment at any time, if you are receiving 

treatment under the NSW Mental Health Act as an involuntary patient you may still be required to 

accept particular treatments. Speak to your allocated nurse and read the material provided for 

more information regarding the NSW Mental Health Act. 
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THERAPEUTIC PROGRAMS 

While you are staying with us a ward program will be offered. These programs are an important 

part of your recovery treatment, and are effective at providing you with skills and opportunities 

during your recovery. Each unit has a timetable of activities displayed on the walls of the common 

areas. For further information on what programs will be offered, please speak to your Allocated 

Nurse, or refer to the Unit Information Pack. 

MEDICATION 

The medication you are prescribed by the doctor during your stay will be explained in full, and you 

will be provided written information on the medication. We will have a discussion with you about 

your diagnosis and what the medication is supposed to do. If you do not feel you have a good 

understanding, speak to your Allocated Nurse, or any other staff member you feel comfortable 

with. 

Your medication will be given by your Allocated Nurse at the times specified by the doctor. If you 

have any questions or concerns about your medication, please talk to your nurse or the doctor. 

Issues you might want to discuss include: Side effects, increase in symptoms and dosage. 

Remember to note any questions or concerns on your Care Board to discuss with your Allocated 

Nurse or Doctor. 

Hunter New England Health also provides information on medication via the Choice and 

Medication website: https://www.choiceandmedication.org/hunternewengland/ . The website 

includes printable leaflets, and other resources on medication management, for patients, 

consumers, carers and health professionals in HNELHD. 

Please refer to the Unit Information Pack for a space to note down any medication you might be 

taking as a part of your treatment. 

COLLABORATIVE CARE PLANNING 

Your input into your care and treatment is an important part of your recovery. All staff are here to 

support you.  

We want to work with you to develop a care plan that considers all of your needs and will give you 

a clear pathway to recovery. We want you to feel empowered to be involved in key decisions 

made about your treatment and care. Please note that: 

 A copy of your care plan will be yours to keep.

 A copy of your care plan will be given to your nominated carer and/or family member.

 On your discharge from hospital a discharge document with a summary of your care in

hospital will be sent to your GP.

 With your consent, relevant information will also be provided to others/agencies involved

in your care or people supporting you in the community.

DO N
OT PRIN

T

https://www.choiceandmedication.org/hunternewengland/


Page | 12 

PATIENT ROUNDING 

Your Allocated Nurse will visit you at regular intervals to check that you are okay and see if you 

need any assistance. This is a great opportunity for you to raise any concerns, with your allocated 

nurse, ask any questions you may have, or talk about how you are going. This time may also be 

used to ensure that your Care Board is updated with any new information you might need. This 

time is for you. 

Before leaving, your Allocated Nurse will check if you need anything else and let you know when 

they will next be seeing you. 

PERSONALISED CARE BOARDS 

A personalised Care Board is installed on the wall in your room as another way to keep you and 

your family/carers involved in your treatment. The Care Boards are: 

 Updated regularly by staff (in collaboration with you) with information about your care.

 Used to jot down reminders/questions to ask your doctor or any other team member. Your

family/carers can also use it for the same purpose.

 Primarily used as a communication tool between you and your healthcare professionals.

Your Allocated Nurse may write reminders for you such as “You have an appointment with

the Dietician today at 11.30am.”

VISITORS 

Family and friends are welcome to visit and there are visiting rooms available in each unit. If you 

would like your children to visit you, discuss this with your Allocated Nurse.   

It is recommended that visitors phone before planning a visit, to ensure it does not clash with any 

planned activities. The phone number for your unit can be found in the Unit Information pack, and 

can be written on your Care Board as a reminder.  

MEALS 

Generally meals are at set times on each unit. Please advise us of any dietary requirements and 

let us know if you are hungry between meals! 

There are certain risks involved when bringing food into a hospital environment so please talk to 

your Allocated Nurse if you wish to have food brought onto the unit. 

LOCKED DOORS 

We acknowledge that being in hospital with locked doors can, at times, seem frightening. The 

units are locked for your safety and for the safety of other people in hospital.  

Some people in hospital are detained under the Mental Health Act, which means a doctor has 

determined they are very unwell and are at risk of harm to themselves or to others. For this reason 

the units are locked so that people are kept safely in care.  

The locked doors are also there to protect people from unwanted visitors that may not be helpful 

to your recovery.  
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NO SMOKING 

All NSW Health hospitals are smoke free. We understand this is difficult for many people while in 

hospital, but we are bound by State law. If you are a smoker, unit staff can provide you with 

Nicotine Replacement Therapy options (such as patches) so please speak with your doctor or 

Allocated Nurse if you require some assistance with abstaining.   

You are able to smoke while on leave, but any tobacco or lighters must be handed in on your 

return. These will be confiscated if found. The No Smoking rule applies to visitors as well and we 

ask visitors not to bring cigarettes or lighters with them onto the unit. 

WHAT YOU WILL NEED WHILE IN HOSPITAL 

 Everyday comfortable clothing and walking shoes

 Night attire, dressing gown and slippers

 Toiletries

 You may have pens, writing materials and books if you wish

 Small amounts of money for purchasing drinks and snacks

This is just a short list but please, speak to your Allocated Nurse about other items you would like 

to have with you, or if you do not have important items, such as toiletries. 

VALUABLE ITEMS 

We highly recommend that all valuables be left at home. However, when you are admitted to 

hospital, all of your valuable belongings go to “Trust” (a secure office on-site). Items can be 

accessed from Trust when needed. Your Allocated Nurse can arrange this. 

HNE Health does not accept responsibility for any valuable items that are lost, stolen or damaged 

so these are best left at home. 

SERVICING YOUR ROOM 

Housekeeping will service your room daily. Air conditioning is regulated centrally and please, let 

staff know if you are uncomfortable at any time.  

CCTV 

CCTV cameras are located in general living areas of each inpatient unit. This includes, lounge 

rooms, hallways, courtyards and dining rooms. They are solely used as a security measure for 

your safety and the safety of others. If you have any concerns, please speak with the staff. 

LEAVE FROM HOSPITAL 

Leave is planned from the moment you arrive in hospital in consultation with you, your 

designated carer and/or support team. 

Decisions to allow leave depend on a number of issues including, most importantly, your safety. 

Speak through these issues with your doctor and/or allocated nurse. 
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FEEDBACK ON YOUR TREATMENT 

Please provide your feedback suggestions to help us improve your experience and care. We 

also love to hear about your positive experiences. 

You can provide us with feedback in the following ways: 

 Speak to the Nurse Unit Manager of your unit. Contact details are in the Unit Information

Pack.

 Complete a YES (Your Experience of Service) questionnaire. Please see below for more

information.

 Speak with an Official Visitor (information is below).

 Contact us by phone 02 4033 5170 and speak to someone in Quality Assurance, Audit,

Risk & Compliance.

 If you would like to make a written complaint, you may write to:

Executive Leader QAARC (Quality Assurance Audit Risk & Compliance) 

Hunter New England Mental Health Services 

Level 7, Mental Health Administration Building 

Mater Hospital 

PO Box 833 

Newcastle NSW 2300D TO 

YOUR EXPERIENCE OF SERVICE (YES) QUESTIONNAIRE 

Your Experience of Service (YES) is a nationally recognised questionnaire, designed for 

patients to provide feedback regarding their experience of care while accessing NSW Mental 

Health Services. YES was developed in partnership with mental health consumers throughout 

Australia, to help staff and consumers to work together to build the best possible mental health 

services. YES is monitored and reported on by the NSW Ministry of Health, and implemented 

through the action and change process. 

YES is completely anonymous, and tracked via the individual Service Code. YES will be offered 

upon discharged, or within 3 months of stay. However, we welcome feedback at any time. YES 

is available via two platforms, paper (YES) or electronic (eYES). eYES can be accessed via the 

QR Code for the unit, or you can log on to: https://yourexperience.health.nsw.gov.au/  

When accessing eYES, you will need to provide the Service Code to ensure you are providing 

feedback on the correct service. Please ask one of your Treating Team Members for the 

Service Code. 
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OFFICAL COMMUNITY VISITOR 

The Official Visitors Program aims to safeguard standards of treatment and care and the rights 

and dignity of people being treated under the NSW Mental Health Act 2007 while maintaining an 

independent community perspective. 

WHO ARE THE OFFICIAL VISITORS? 

Official Visitors are appointed by the NSW Minister for Health to visit people in mental health 

inpatient facilities in NSW and are available to assist consumers on community treatment orders. 

Further information on Community Treatment Orders are located in the NSW Mental Health Act 

Fact Sheet. 

Official Visitors are independent from the health system and come from the community with a 

range of cultural, professional and personal backgrounds. 

They aim to safeguard standards of treatment and care, and advocate for the rights and dignity 

of people being treated under the Mental Health Act 2007. 

They make regular visits to all inpatient psychiatric facilities across NSW. They talk to patients, 

inspect records and registers, and report on the standard of facilities and services. They liaise 

with staff about any issues or concerns and report any problems to the Principal Official Visitor 

and/or the Minister for Health. 

Official Visitors can listen to patients’ or carers’ concerns and help to resolve them, or, with 

permission, they can act to resolve it on their behalf. 

Patients, carers, family, friends, staff and other people with an interest in the care and treatment 

of people with a mental illness can contact the Official Visitors. 

Patients or carers can let the staff know if they want to see an Official Visitor during their next 

visit. 

If you do not see an Official Visitor when they are on-site, you can telephone 1800 208 218 

between 9am and 5pm Monday to Friday, free of charge from within NSW. 

In order for an Official Visitor to contact you, you need to tell the person who answers the phone: 

 Your name

 Where you are (and the phone number)
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If you need to speak to an Official Visitor outside of these hours, phone 1800 208 218 and leave 

a message, or ask the hospital staff to arrange it for you. The Official Visitor must be notified of 

the request within two days. 

You can also leave a letter in the Official Visitors Box in the unit, or write to: 

Official Visitors 

Locked Bag 5016,  

Gladesville NSW 1675 

SAFETY AND SECURITY 

We are concerned about the safety and security of all people in hospital. If you feel unsafe or at 

risk of harm, please speak to ANY staff member immediately!  

We also ask that: 

 You are considerate of other people—when talking to others be tolerant and respectful.

 You allow others their personal space.

 You refrain from entering other people's rooms.

 When you have visitors, use the common areas or family rooms, not your own room.

 You refrain from activities that may be seen as harassment, aggression or bullying.

SAFETY AND SECURITY – PREVENTING AND CONTROLLING HEALTHCARE 

ASSOCIATED INFECTIONS 

At HNE Health we have systems in place to prevent infection of patients within our hospital, as 

well as strategies to manage infections if they occur, and to minimise the potential of spread. 

SAFETY AND SECURITY – HAND HYGIENE 

Cleaning your hands is the most important way to avoid the spread of infection. Please ask 

nursing staff for access to hand sanitiser. “Gel in Gel out” is a helpful motto for all staff, patients 

and visitors to help them remember to clean their hands with hand sanitiser before entering and 

leaving unit areas. Infection control is everybody’s business! 

DO N
OT PRIN

T



Page | 17 

SAFETY AND SECURITY – PREVENTION OF FALLS 

Patients are at an increased risk of falling whilst in hospital. At HNE Mental Health we are 

dedicated to minimising the amount of patient falls. Reasons for increased falls risk whilst in 

hospital include: 

 Unfamiliar Surrounds  Medical Condition

 Medications  Blocked Hearing Aids

 Impaired Mobility  Unsteadiness

 Feeling Unwell

To help reduce the risk of falls: 

 Familiarise yourself with your surrounds.

 If you are at high risk of falling we will put a “high falls risk” alert to your name.

 Raise the alarm. Do not take unnecessary risks if you need assistance to mobilise.

 Wear appropriate footwear (non-slip, well-fitting shoes or slippers).

 Use your call bell if you feel unwell, faint or dizzy.
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PLANNING FOR DISCHARGE 

After admission, it is important to start thinking about your plans for discharge. It may feel daunting 

at the moment, however, your treating team will work closely with you and your family and/or carer 

on your discharge options. Planning for discharge is about being self-aware and confident in how 

you will manage at home, when you’re not feeling the best. 

We can assist you by using a Wellness Plan which outlines the key areas to consider. 

Some key areas to think about when preparing for discharge are: 

Getting Home: How will I get home? Family and/or carer? Do they have keys? 

Do I need any food at home? 

Are there any urgent bills to be paid? 

Is there anyone I need to speak to? Employer, Centrelink etc. 

When I’m at Home: What are my early warning signs? Changes in sleep, loss of appetite, 

crying etc. 

Identifying high risk times, and making a plan. 

Important phone numbers, where will they be located in the house? 

Coping strategies? What makes me feel better? 

Medication, do I need a prescription? 

Am I a carer for someone else? 

Support Systems: Attending appointments with my GP, Psychiatrist and/or local mental 

health team. Have appointments already been made? 

What are the support services that can help at home? 

Community Groups/Support Groups I can access 

When you are discharged from hospital, a discharge summary will be sent to your GP. This is a 
summary of the assessments and interventions used whilst accessing our services. If you do not 
have a regular GP, please speak to your treating team. 

Contacts: 
Lifeline: 13 11 14 

Suicide Call Back Service: 1300 659 467 
In an emergency call: 000 
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NOTES 
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