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Mission statement
Working together to provide a safe, supportive and 
therapeutic environment on your journey of recovery 
to enable you to achieve your optimum health and 
wellbeing.

Commitments 
To our service users and their families. 

We will: 
•	 Work with you to improve your health and 

wellbeing.
•	 Treat you with dignity and respect and expect you 

to respond in the same manner.
•	 Involve you and your family in assessing risk and 

developing your plan of care.

Workforce
Our team is made up of a range of professionals 
from different disciplines and:

•	 Will provide and work in a safe and supportive 
environment.

•	 Are caring, skilled, motivated individuals.
•	 Are valued, respected, listened to and fairly treated 

by all.
•	 Work together to promote patient recovery.
•	 Will be helped to develop leadership qualities.
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Partners
By working together we will:

•	 Provide a seamless journey for the patient through 
ongoing and effective communication. 

•	 Make best use of our resources. 
•	 Make sure that from the point of admission we are 

working together to provide a safe discharge at the 
right time.

Introduction
We know that being admitted to hospital can be 
difficult and stressful for some people. In NHS 
Ayrshire & Arran we want to make your stay in 
hospital as safe and comfortable as possible and to 
make sure you receive the highest quality, person-
centred care. We hope this leaflet gives you the 
information you need during your stay.

It is very important you are fully informed about 
your care and treatment. If you need more 
information on a specific condition the ward staff 
will be able to provide you with leaflets or contact 
telephone numbers of organisations who can offer 
additional support.

As part of our ongoing service improvement we 
are keen to hear your thoughts.  We will ask you 
to complete a questionnaire called ‘What’s on 
your mind’. This will help us to understand your 
experience and learn what you think of the service 
we provide. All your comments will be used to help 
us to develop and improve our service.
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About Wards 9, 10 and 11
Wards 9, 10 and 11 are acute adult admission wards. 
All three wards have 20 single rooms and provide 
care for people aged between 18 and 65. The wards 
care for both male and female patients, providing 
assessment and treatment to support individuals in 
their journey of recovery 

These are open wards, however we operate a slow 
door system. This is a secure entry and exit system to 
help keep patients safe on the ward. 

•	 To enter the ward press the intercom button. Wait 
for a reply. Speak clearly into the intercom stating 
your name and why you are visiting.

•	 To leave the wards press the button at the side of 
the door, you will then be able to open the door 
after a 30-second delay.
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Ward telephone 
numbers:

Ward 9: 01294 322 343

Ward 10: 01294 322 346

Ward 11: 01294 322 349

Your care journey
As part of the admission process we will show you 
around the ward and we will tell you about the ward 
routine. As part of this we will tell you what to do in 
the event of a fire. In the event of a fire please follow 
the instructions from nursing staff. If you should 
discover a fire you should report it immediately to 
a member of staff or use the ‘break glass’ alarm. All 
exits are signposted. 

When you are admitted to the ward you will meet 
your named nurse. A named nurse is a member of 
nursing staff who will work with you to co-ordinate 
and develop your care plan to make sure your needs 
are met. They will also support you in understanding 
and managing your symptoms as part of your 
ongoing recovery journey towards discharge. 

When your named nurse is not at work another 
nurse will look after you. They will be responsible 
for the co-ordination of your ongoing care and 
treatment on that day, working alongside you 
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to achieve your goals and providing continuous 
support in working towards your recovery. Every  
day the nurse looking after you will introduce 
themself to you.                      

With your consent, your named nurse will work with 
your family and carers to gather information that 
may help develop your care plan. It is important that 
you keep the link with your home and community. 
This will make your move from hospital to 
community living as easy as possible. In our service 
we are keen to establish a relationship with your 
family and carers when you are admitted or as soon 
as possible. If you do not wish information to be 
passed to your family or carer, please tell staff.

As part of the admission process you will be assessed 
by a doctor or Advanced Nurse Practitioner (ANP) 
and be told who your consultant psychiatrist is.  

We will tell you and, where appropriate, give you 
written information about your rights depending on 
your circumstances. Some patients by the nature of 
their illness may require to be detained in hospital 
under the Mental Health (Care and Treatment) 
(Scotland) Act 2003. Nursing and medical staff will 
be able to provide you with further information 
on your rights under the Act and advise on your 
rights of appeal. Information leaflets are available 
from ward staff. If you have in place an advanced 
statement (a written statement that states your 
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preferences, wishes, beliefs and values about your 
future care) we will consider your wishes and 
preferences as part of the decisions made with you.  
Your named person will be told about any changes 
that need to be made in your care and treatment. 
If you don’t have an advanced statement, please 
discuss this with your named nurse, as this will help 
staff to meet your needs and wishes.

Observations
While you are in hospital your safety is important. As 
part of your care and, in partnership with you, staff 
will assess your needs on an ongoing basis. Should 
you or your care team identify that your physical 
or mental health is getting worse and this impacts 
on your ability to keep yourself safe, it may mean 
that you need an enhanced level of support and 
observation and a higher level of engagement with 
staff. These enhanced levels of observation mean 
that you have immediate access to staff at all times, 
providing continuous support  
and care. 

While we recognise that your right to privacy and 
choice is important, your safety will always be 
paramount. Your named nurse and the clinical team 
will involve you in the ongoing risk assessment 
process.

Within each individual bedroom there is a designated 
staff zone immediately on entering the room.  The 
staff zone, identified by alternative grey coloured 
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flooring, distinguishes this area of the room from the 
rest of your personal bedroom space.   

Verbal permission to enter the room should always 
be sought by staff from you before fully entering 
the bedroom.  The only exception to this is where 
staff require to enter your room in an emergency 
situation.

We will support you to maintain a balance between 
activities and quiet time, based on your needs. 

Planning activities that you may find therapeutic will 
be discussed with you every day. 

The care team will review the need for the enhanced 
level of support and observation at least once a 
day, working with you so that you are not on this 
increased level of observation any longer than is 
necessary. 

Advocacy
An independent advocacy service is available to all 
patients. This will either be by request or regular 
visits and meetings. An advocate is someone who 
will make sure that you are supported to express 
your own needs and wants and to make choices or 
decisions which are important in your life.
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Some people need the support of an independent 
advocate to: 

•	 help them express their own needs, views or 
wishes; 

•	 speak up for them; 
•	 get information for them; 
•	 explore options; and 
•	 help them make decisions. 

More information is available in the ‘Advocacy 
services’ leaflet. If you would like a copy please ask a 
member of staff.

Patient review / multi-disciplinary team 
This is the team of professionals who will be involved 
in your care while you are in hospital. Initially this 
will be nursing and medical staff, however you 
may also have contact with other members of staff, 
including occupational therapist, physiotherapist, 
dietitian, psychologist, social worker or pharmacist.

Other services are also available, such as dentist, 
podiatrist, chaplaincy and advocacy.  

During your stay in hospital we will ask you to 
attend meetings with the people involved in your 
care. If you feel uneasy about attending these 
meetings please tell your named nurse or consultant. 
We may be able to reduce the number of people 
attending the meeting, or you may wish to ask a 
relative or friend to be with you.   
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The meeting gives you the opportunity to discuss 
your ongoing care and treatment and any concerns 
or issues you may have. Information discussed will 
include estimated date of discharge, any planned 
time-out, therapeutic activities, referrals to other 
agencies and any medication changes. 

Your family and carers are welcome to attend these 
meetings. However this should be arranged through 
your named nurse to make sure we have planned 
for enough time. Alternatively if your relative or 
carer is unable to attend they can contact the ward 
either during visiting or by telephone to discuss any 
concerns, issues or feedback with your named nurse, 
who will raise them on their behalf.
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If you are involved in the Care Programme Approach 
(CPA) a meeting may be organised as a part of your 
discharge planning. If you are not already involved 
in CPA then you may want to consider it. The CPA 
framework helps to bring together all the individuals 
involved in your care to co-ordinate and plan your 
ongoing care and treatment.

Therapeutic interventions
As part of your ongoing care and treatment your 
named nurse and ward staff will encourage you to 
take part in therapeutic activities. This may be on 
a one-to-one basis with your named nurse or in a 
group. These therapies can take place in the ward or 
in the Beehive, details of available activities can be 
provided by ward staff or on the information screen 
at the Beehive. Some activities may include:

•	 Anxiety management
•	 Assertiveness
•	 Community awareness
•	 Cooking
•	 Baking
•	 Art
•	 Relaxation
•	 Creative writing
•	 Walking
•	 Tai chi
•	 Dance



13

Wards 9, 10 and 11 Woodland View

•	 Music
•	 Community outings
•	 Discussion 

The Patient’s Forum is another group where you can 
discuss any issues or concerns to help us maintain or 
improve our service and ward environment. 

There is a gym and fitness suite within the Beehive. If 
you are interested in attending the gym please speak 
with your named nurse, who will arrange this for you.

Activities and interventions help to provide structure 
to your day. They can also help you to understand 
your illness and how to manage your symptoms. 
Developing these skills can also help as part of your 
ongoing recovery journey from hospital to discharge.  

Visiting times  

Monday to Friday        2pm to 4pm and 6pm to 8pm         

Saturday and Sunday  1pm to 9pm

These visiting times allow therapeutic activities and 
meal times to take place without interruptions, so ask 
your family or carers to visit only during these times. 
If your family or carers need to visit outside these 
times please speak to the nurse in charge of the ward 
to see if this can be arranged. If your family or carers 
are visiting with children under the age of 16 we 
advise that they contact the ward before visiting. We 
would also request that visitors with young children 
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are considerate of the other patients in the hospital. 
We can organise a private room for you to spend time 
with your family. Please ask your named nurse if you 
wish to arrange this.

Your visitors are discouraged from using your 
bedroom as a visiting area. You can meet with your 
visitor including  family/carers and other professionals 
in the seating area within the foyer of the ward or the 
available rooms within this area.  Alternatively, visiting 
is encouraged within the public areas of Woodland 
View for example the Bramble cafe.

Protected mealtimes
Our mealtimes are protected to make sure we provide 
a quiet and relaxed atmosphere. This also allows staff 
time to help patients who may need assistance. 

Mealtimes

Breakfast  8am to 9am

Lunch  12noon to 1pm 

Dinner  5pm to 6pm

The nursing staff will tell you how to order your meals 
and help you, if needed. Please note, a maximum of 
two courses can be ordered from the menu.   

Please tell the nursing staff if you have any special 
dietary needs. If necessary, we may refer you to the 
Dietetics department.
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Personal belongings and laundry
Patients are responsible for their own possessions.  
You can store money and valuables in the safe 
located in your bedroom wardrobe.  Alternatively 
money and valuables can be stored in Woodland 
View Cashier’s office, although we recommend 
that you do not bring in expensive items or large 
amounts of money in with you.  We will ask you to 
sign a disclaimer form on the ward, to confirm that 
you recognise your responsibility and awareness for 
your belongings.  Please give any medication you 
have to a member of nursing staff for safe keeping.  
All sharps items - for example razors, scissors, and 
glass items should be given to staff for safekeeping. 

Visitors must tell nursing staff when taking away or 
bringing items into the ward. Any electrical items 
brought in will require to be tested by the hospital 
electricians before they can be used. Please note that 
this may take some time.

If you don’t have any friends or family who live close 
by, nursing staff will make arrangements for you 
to have some personal belongings brought in from 
home, or will help you buy items you may need 
while in hospital. This will be done as quickly as 
possible and will normally be achieved with the help 
of the Social Work department.

Washing machines, tumble dryers and ironing 
facilities are available in the wards. However you 
may wish your relative to take clothes home for 
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washing. If you choose to use the laundry facilities 
we will encourage you to do this by yourself. It is 
recommended that you do not bring expensive items 
of clothing into hospital with you. 

Finances
We understand that finances can be a particular 
stress when you are admitted to hospital. Please 
speak with your named nurse to highlight any 
issues you may have or advice you may need. 
The cash office at Woodland View can provide ‘fit 
notes’. If you need a referral to the Social Work 
department your named nurse can arrange this for 
you. Alternatively, ward staff can give you contact 
details for other voluntary organisations which offer 
support.

Smoking
NHS Ayrshire & Arran is committed to providing a 
safe and healthy environment for all staff, patients 
and visitors. In line with this and the Smoking, 
Health and Social Care (Scotland) Act 2005 and 
the Prohibition of Smoking in Certain Premises 
(Scotland) Regulations 2006, we have revised our  
No Smoking Policy to reflect our move towards a 
smoke-free environment.

There are no designated smoking facilities within 
Woodland View.
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If you are thinking about stopping smoking please 
speak with your named nurse. They will be able 
to offer guidance and support and refer you to 
the appropriate service that can provide nicotine 
replacement therapy and counselling.

Mobile phones
Most mobile phones now have cameras in them 
and therefore their use is restricted to a designated 
area in each ward. The nursing staff on the ward will 
advise you which area you can use your mobile in. 

We ask that you respect the privacy, dignity and 
confidentiality of others and that you do not use the 
camera or recording facilities on your mobile during 
your stay in hospital.

If you wish to charge your mobile on the ward, our 
electricians will have to test the charger before you 
can use it. Please note that it may take a few days to 
carry out this test.
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Other services offering therapeutic 
activities  

Occupational therapy 
Occupational therapists and support workers help 
you engage in activities to enhance your health and 
wellbeing, which you may find meaningful.

What happens when you are referred to an 
occupational therapist?
The occupational therapist will meet with you to 
discuss and explore how you currently function and 
any concerns you may have with daily activities. 
They will also discuss your hopes for the future. As 
part of this, and with your agreement, they may 
carry out specific assessments.

Together we will then agree on a plan to help you 
carry out these desired activities. This plan will be 
made up of small achievable tasks to build up your 
confidence and skills. You will meet the occupational 
therapist regularly to discuss and update your 
treatment plan and to make sure you are happy  
with it.

We will also help you prepare for discharge and can 
refer you to a community occupational therapist or 
other community based resources, if appropriate.
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Skills we can help you develop  
Home management – Kitchen safety, menu 
planning, budgeting, shopping, cooking and 
household tasks.

Community living skills – Public transport, 
community safety and becoming familiar with local 
amenities.

Social and leisure skills – Use of time, putting 
structure in your day, keeping old skills and 
developing new ones.

Vocational skills – Accessing short courses, voluntary 
work, college or paid employment.

Personal care – Looking after yourself, eating, 
dressing and washing. We will also assess you 
and provide any equipment to help you function 
normally.
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Other useful information

Confidentiality
Everyone working in the NHS and local authorities 
has a legal duty to keep information about you 
confidential and secure. We cannot pass on this 
information unless authorised to do so either with 
your consent or by law. You may, of course, request 
that information about you is not shared. 

The laws that govern the use of your information 
are the Data Protection Act 1998, the Human Rights 
Act 1998, along with professional standards and 
codes of conduct and common law on privacy and 
confidentiality.

It is necessary to share your information with the 
different staff who are caring for you to make sure 
you receive the best possible care.      

Drug and alcohol policy
To protect and support our patients, visitors and 
staff, NHS Ayrshire & Arran has a policy on the 
possession and use or supply of illicit substances 
and alcohol on hospital premises. The possession/
use/supply of such substances is not permitted 
at any time. Failure to comply with these policies 
may result in you being discharged and the police 
becoming involved. This policy applies to you and 
your relatives or carers.

A copy of the policy is available from staff.
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Violence and aggression
NHS Ayrshire & Arran has a zero tolerance policy to 
verbal and physical aggression towards staff, patients 
and visitors. Incidents of violence and aggression 
may result in the police becoming involved. If 
visitors display any aggression or violence we will 
ask them to leave the hospital and the police may be 
contacted.

Complaints
If you wish to make a complaint please speak with 
your named nurse or the senior charge nurse in the 
ward. Initially we try to resolve any complaints at 
ward level.

If you would like to make a formal complaint 
through NHS Ayrshire & Arran’s complaints 
procedure, please ask a member of staff for an 
information leaflet.
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Useful contact numbers

Mental Welfare Commission
The Mental Welfare Commission for Scotland is an 
independent body, set up by Parliament to look after 
the interests of any patients suffering from mental 
illness.

The Secretary
Mental Welfare Commission for Scotland
K Floor
3 Lady Lawson Street
Edinburgh
EH3 9SH

Ward staff can give you more information about the 
Mental Welfare Commission.           

     

Advocacy contact numbers
East Ayrshire: 01563 574442

North Ayrshire: 01294 608663

South Ayrshire: 01292 264396
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Notes
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All of our publications are available in different languages, larger print, 
braille (English only), audio tape or another format of your choice.

0800 169 1441

Tha gach sgrìobhainn againn rim faotainn ann an diofar chànanan, clò 
nas motha, Braille (Beurla a-mhàin), teip claistinn no riochd eile a tha 
sibh airson a thaghadh.

Tell us what you think...
If you would like to comment on any issues raised by this document, please complete this 
form and return it to: Communications Department, 28 Lister Street, University Hospital 
Crosshouse, Crosshouse KA2 0BB. You can also email us at: comms@aaaht.scot.nhs.uk or 
comms@aapct.scot.nhs.uk. If you provide your contact details, we will acknowledge your 
comments and pass them to the appropriate departments for a response.

Name  ______________________________________________________

Address  ______________________________________________________

   ______________________________________________________  

Comment  ______________________________________________________

   ______________________________________________________
   ______________________________________________________


