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Welcome
Smethwick Dialysis Centre (SDC) is a satellite dialysis unit of the Queen
Elizabeth Hospital Birmingham. It will function like all other satellite
units and a QEHB consultant will continue to manage your care
alongside the staff at Smethwick Dialysis Centre.
The location of the centre was chosen in order to meet the increasing
demands on haemodialysis in this area of Birmingham and we are
delighted to be providing care here.
We aim to provide the best in dialysis care, in a safe, relaxed and
professional environment. We are very proud of Smethwick Dialysis
Centre and the facilities it offers.
In this booklet we have provided information which will explain some of
those facilities and help you settle in. Topics covered are:
•
•
•
•
•
•
•

Assure Promise
Your clinical team
Health information and support
Dialysis at Smethwick Dialysis Centre
Being involved in your care
What to bring to your dialysis session
Essential information
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Our vision and values

Our Vision
To deliver the best in dialysis care.

Our Values
Honesty
We are transparent in all that we do, communicating openly and
honestly and involving patients and staff in decision making. We have
clear, ethical processes to support our delivery of care and we empower
staff and patients to question us.
Responsibility
We take responsibility as individuals and as an organisation to do our
best. We challenge poor performance, encourage colleagues to go the
‘extra mile’ and welcome those eager to deliver the highest standards.
Innovation
We aim to deliver excellence in patient care through continually trying to
improve clinical practice. We invest in research, technology, training and
support. We encourage creativity and as a team, continually challenge
ourselves to ﬁnd better ways of working.
Respect
We demonstrate respect through delivering high quality, digniﬁed care
to our patients and their relatives. We respect their views and needs
regardless of their background, beliefs, age, gender, ability or sexuality
and we act appropriately to foster good relationships. We are courteous,
knowledgeable and take pride in caring for others.
Collaboration
We work in partnership with patients and carers, other healthcare
providers, social care services, community-based support groups and
charities to provide safe, appropriate care. We work together to train and
support patients and their carers, to enable them to take an active role in
their treatment. We educate those directly involved in the patient’s care
pathway to ensure the patient receives the best dialysis care.

Assure Promise

Assure Promise
Excellent care is a two-way relationship built upon a foundation of trust between
healthcare professionals and their patients. The Assure Promise is an agreement
between you and us that sets out the ways in which we will contribute to
delivering the best dialysis care.

A
S
S
U
R
E

ppropriate and personalised care
We will: Assign you a Named Nurse who will be responsible for your care.
We will: Review your care on a monthly basis with you and other members
of the renal team and work together to make any necessary changes to
your treatment plan.

afe and comfortable environments
We will: Ensure you are cared for in a clean, safe dialysis centre with well
maintained equipment and facilities.
We ask you to: Respect the dialysis centre by helping to keep the
environment clean and tidy, follow infection control protocol and to tell us
if you are concerned about your surroundings.

cheduled dialysis treatment
We will: Give you a regular dialysis treatment plan, enabling you to make
plans and arrangements.
We will: Make every effort to start your dialysis promptly.
We ask you to: Tell us in advance if you have plans to go on holiday or if
you have issues with your dialysis slot.

nderstanding
We will: Treat you as an individual with dignity and respect. We will get to
know you and your relatives/visitors and understand what matters to you.
We ask: That you behave with respect towards staff and other patients and
not use offensive or abusive language.

esponsive care
We will: Listen to your feedback, questions and concerns and react quickly
to deal with any issues.
We ask you to: Let us know if you require more information and tell us
if you are unhappy about your care so we have the opportunity to put it
right.

xpertise
We will: Ensure you have access to a range of experts who can provide
support in aspects of your health and wellbeing such as doctors, nurses,
dietitians and social care advisors.
We will: Give you and your relatives the opportunity to be involved in your
care as you would like to.
We ask: That you let us know if you need help and that you help yourself by
working with us to ensure you receive safe and effective care.

Your Clinical Team

Your Clinical Team
Lead Nurse
The Lead Nurse is in overall charge of the nursing care of the centre. It is
their job to ensure that the centre runs smoothly and that you receive the
best in dialysis care at all times. Please do discuss with the Lead Nurse if
you have any concerns with regards to any aspects of your care.
Deputy Lead Nurses
These nurses help the Lead Nurse to run the centre and are in charge of
certain areas of the centre. They also provide senior cover in the absence of
the Lead Nurse.
Professional Development Nurse (PDN)
The PDN’s job is to ensure that all the nurses have the necessary training
that they require in order to be able to perform their job. You may see them
around the dialysis unit supporting staff in their learning.
Named Nurse
A Named Nurse will be assigned to you. A Named Nurse is a qualiﬁed
nurse who manages your care and takes responsibility for co-ordinating
with clinicians and other healthcare professionals involved in your care.
They will discuss your monthly blood results with you as well as any
changes to your care plan.
Your Named Nurse will be assisted by healthcare assistants (HCAs) whose
role is to help the nurse by cleaning your station and making sure you are
comfortable and safe while dialysing.
Although your Named Nurse may not be on duty every time you dialyse,
he/she will be kept fully informed about any changes or issues relating to
you. You should speak to your Named Nurse if you have anything you need
to discuss relating to your treatment, however any member of staff will be
happy to help you with questions and queries in his/her absence.
Nurse training
Good nurse education and training programmes are fundamental in
ensuring you receive the best dialysis care. All nursing staff working for
Assure Dialysis Services undergo a thorough induction and mandatory
training programme as well as a comprehensive programme of dialysis
training.
A rolling education programme, lead by Smethwick Dialysis Centre’s
dedicated professional development nurses, ensures that all nursing staff
maintain their clinical skills and are kept up to date in the knowledge of
kidney care.

Consultant
A renal consultant from the Queen Elizabeth Hospital will be responsible
for your care and will see you regularly in the renal clinic at the Smethwick
Dialysis Centre.
Each month your consultant will hold a review meeting, with other members
of the renal multidisciplinary team (known as an MDT meeting), during which
they will jointly discuss your dialysis treatment and plan. Your Named Nurse
will discuss the outcome of the review when you attend the centre to dialyse.
QE vascular access team
This team of surgeons, specialist X-ray doctors and nurses are based at the
Queen Elizabeth Hospital and will help you and your nurses to look after
your ﬁstula, graft or line to make sure it works well for dialysis. Your nurses
at Smethwick Dialysis Centre will help to make sure you are aware of any
appointments and procedures needed at the Queen Elizabeth Hospital to help
your dialysis access.
Dietitian
A dietitian from the Queen Elizabeth Hospital Birmingham will support you
with all your dietary needs. The dietitian will work with you on appropriate
eating plans to best manage your nutritional requirements.
Psychological support
It is very common for patients on dialysis to feel ‘down in the dumps’ or
worried. If these symptoms are becoming troublesome for you, it is important
that you discuss them with a health professional. The Queen Elizabeth renal
team includes psychologists and counsellors who are able to help you work
through your symptoms and concerns.
Social support
Welfare and social support will be provided to you by a support worker from
our partner organisation Bromford. The Bromford staff will visit Smethwick
Dialysis Centre regularly to offer help and support in non-medical aspects
of your life which may impact on your health such as beneﬁts entitlement,
housing and ﬁnancial issues. To speak to a member of the Bromford team,
discuss this with your Named Nurse or call 01527 62550 or email:
bromford.renal@nhs.net.
Other medical care
Your local GP will continue to manage any general illness or other conditions,
such as diabetes and provide you with your medications and vaccinations. You
will also continue to be cared for by specialists at the hospital for your nonkidney health conditions.
We do understand that sometimes it can be confusing working out with
whom you should be discussing certain health problems; however the nurses
in the dialysis centre can always guide you with this. If at any point you are

admitted to hospital, you will not be able to dialyse at Smethwick Dialysis
Centre during your time in hospital. Your dialysis will be performed in the
Queen Elizabeth Hospital whilst you are an inpatient.
Safeguarding
Everyone has the right to live in safety, free from abuse and neglect. Abuse
and neglect can occur anywhere: in your own home or in a public place, such
as a hospital or care home. Abuse can be physical, emotional, ﬁnancial, sexual
or in the form of discrimination.
At Smethwick Dialysis Centre all our staff regularly undergo appropriate
safeguarding training to ensure they can spot the signs of abuse or neglect
and know how to make appropriate arrangements to support patients who
may be at risk.
Should you feel that a person is taking advantage of you or that you are
unsafe in any way either at home or in another place, please speak to a
member of the team who will do all they can to help you.
Information leaﬂets on safeguarding and how to prevent abuse are available
in Smethwick Dialysis Centre.
Research
Research plays a vital role in developing better treatment for dialysis patients.
The Queen Elizabeth Hospital is home to one of the largest renal research
programmes in the UK, conducting numerous ground-breaking studies into
kidney conditions every year. We work closely with the research team at the
Queen Elizabeth Hospital conducting these research projects, so that you may
beneﬁt from the results of the studies.
Improvements in care through research rely on people who are willing to take
part in studies. If you are approached to take part in a study, please take the
time to read the information given to you about the research and the staff
involved.
Taking part is always voluntary and we are always happy talk to you and
answer any questions you may have.

Health information
UHB has a wide range of patient information leaﬂets relating to all aspects of
kidney disease and its treatment. A selection of these is provided within the
waiting room along with a list of all that are available. Please ask your named
nurse or consultant if you have particular questions or would like a leaﬂet that
is not available to you. All patient information is also available on the renal
page of the UHB website www.uhb.nhs.uk/pi-renal.htm and on the Assure
website: www.assuredialysis.co.uk.
Other useful sources of information include:
• The National Kidney Federation www.kidney.org.uk
• NHS Choices www.nhs.uk
• The Kidney Patient Guide www.kidneypatientguide.org.uk
Queen Elizabeth Hospital Kidney Patients’ Association
We welcome the support of the Queen Elizabeth Hospital Kidney Patients’
Association (QEHKPA), which provides help and advice to kidney patients of
the Queen Elizabeth Hospital Birmingham (QEHB), their carers and family. This
includes both home and unit dialysis patients and transplant patients.
The QEHKPA is a registered charity that raises funds for equipment to help
improve a patient’s experience. The charity also offers support to research
projects at QEHB and funds patient outings and holidays.
See www.kidneymatters.co.uk for further information about the charity and
links to other helpful sources of clinical information.
The Kidney Matters newsletter is published regularly by the QEHKPA and
provides information to patients and members of the charity.
Getting in touch with the clinical team
We understand that it is important for you to have the ability to speak with a
member of staff even on days when you are not dialysing.
Should you need to speak to the nursing staff at Smethwick Dialysis Centre,
please feel free to call us on 0121 371 8320. If we are unable to take your
call, please leave a message and we will call you back as soon as possible.
Should you need to speak with the QEHB clinical team when you are not at
Smethwick Dialysis Centre, please do so via the contact details listed at the
back of this booklet.
You may also email: kidneypatients@uhb.nhs.uk

Dialysing at Smethwick
Dialysis Centre

Dialysing at Smethwick
Dialysis Centre
All patients attending Smethwick Dialysis Centre are outpatients,
attending from and returning to their home.
Dialysis is provided in bays of eight patients (which are mixed sex bays),
or side rooms. If you do not wish to dialyse in a bay with other patients
of the opposite sex, please discuss with your dialysis nurse and they will
try to arrange an alternative for you.
If you need to change your dialysis day or time, either as a one-off to
allow a particular appointment, or as a more long term change, we will
do our best to accommodate this. For one off changes, please inform
your Named Nurse or the nurse in charge well in advance. You may
occasionally also be asked if you mind swapping with another patient
to accommodate his or her request. Any longer term changes of dialysis
slots will also be accommodated if space becomes available.
We welcome all visitors to the centre and understand that you may wish
to bring family or friends with you to the centre from time to time. It is
important that all visitors understand that there may be times when it
is not appropriate for them to be in the clinical area and that they then
may be asked by staff to move to another area such as the waiting area
for a short period of time. We expect all visitors to abide by any safety
notices or requests from staff, that they are respectful of other patients
and that they do not cause disruption to treatment.
Being involved in your care
In order for you and your family to be able to understand your kidney
failure and its treatment, we will provide information to you about your
condition and how you can help. The entire team will always welcome
questions from you or your family and will provide information to you in
a way that you can understand. We are keen for you to be involved in
your care if at all possible.
Blood tests are taken each month to assess how well your dialysis and
other treatments are working to help your kidney failure. These will be
discussed with your kidney doctor. All patients and families will have the

opportunity to discuss with their Named Nurse each month how effective
their dialysis is as shown by their blood tests and other results and how
we can work together to improve these if needed. The dietitian will also
help you by suggesting dietary changes as required.
On arrival for dialysis, patients can actively contribute in their treatment
by weighing themselves and taking and recording their blood pressure
and pulse. Training will always be given to those who are not familiar
with any procedures or equipment.
If you or your family are keen to be more involved in your dialysis care,
our team can work with you to train you to perform other aspects of
your treatment. This can include putting in or removing your needles, or
setting up and controlling the dialysis machine. We will ensure you are
completely at ease and competent with a procedure before taking it on
yourself. There will always be staff around to help if needed.
A knowledgeable and informed patient is one who is in control of their
treatment and life.
What to bring to your dialysis unit
Bring with you:
• Any medications you will require during the time you are away from
home
• Any special supplements and foods to eat while you are on dialysis
• Any books, magazines, newspapers or other activities which you
could safely manage whilst on haemodialysis
• Any new instructions from home or your GP for the staff including
any change in medications or any discharge letters if you have been
in hospital
We will provide individual patient televisions and free internet access
which you may use during your treatment. You may wish to bring your
own headphones.
For details of how to operate the televisions and how to access the wiﬁ,
please see the ‘Practical essentials at Smethwick Dialysis Centre’ section.

Practical essentials at
Smethwick Dialysis Centre

Practical essentials at Smethwick
Dialysis Centre
Hygiene
Good standards of hygiene are important in any clinical setting to reduce
the risk of infection.
Infections can be passed from person to person and to and from pieces of
equipment. The Assure staff are all trained in techniques to keep the risk of
infection as low as possible. This includes wearing special equipment such
as gloves, aprons and visors when caring for you and always washing their
hands before attending to you as well as making sure that all equipment
used in your care is kept clean.
If you feel a member of staff has not cleaned their hands before attending
to you, please ask them to do so. They will not be offended that you have
asked.
We are also reliant on patient and carer help to keep the risk of infection
as low as we can. We would be very grateful if you and any visitors follow
the basic hygiene steps listed below.
Please:
• Wash hands and your ﬁstula at the sink provided on entering the centre
• Use the hand gel before entering and leaving the centre
• Wear disposable gloves if you are handling equipment, blood or
pressing on your needle sites
• Use the bins as appropriate; the staff will show you what to use in
different circumstances
• Use disposable tissues when coughing and sneezing (the nursing staff
can provide these for you); dispose of the tissues in the bin identiﬁed by
staff and clean your hands afterwards
• Let us know if you have had any diarrhoea or vomiting before attending
for your dialysis session
• Make sure anything you bring with you (such as blankets) are clean and
you keep your things tidy so that it is easy to clean around them
Toilets
Both male and female toilet facilities, including disabled access toilets, are
available in Smethwick Dialysis Centre.
If you need help to use the bathroom, please ask a member of the nursing
team who will assist you.

Refreshments
You will be provided with tea, squash and biscuits while dialysing.
You may also bring snacks with you to eat while you are here. If you have
been advised that you need a low potassium diet, it is important that you
do not have snacks that are too high in potassium even when on dialysis.
You should also be careful that you do not consume too much ﬂuid during
your treatment as this will mean that your ﬂuid removal requirements
during the session are increased. Our dietitians are always happy to
advise you with regards to your personalised requirements.
It is believed by many patients that it is acceptable to eat foods high in
potassium such as bananas while dialysing, however this is a myth.
Your safety
The safety of our patients and staff is our primary concern. Everyone has a
role to play in keeping the environment safe. Whilst at Smethwick Dialysis
Centre, please observe the following:
• Never run or rush about! Falls are the most common accident in a
healthcare environment
• If you spill liquid or see a spillage on the ﬂoor, report it to a member of
staff immediately so it can be cleaned away. This will help to prevent
accidents
• When climbing onto or off a dialysis chair or weighing scales please do
so slowly and carefully, asking for help if required
• If using a wheelchair, ensure that the brakes are on before trying to get
in or out and ask for help if needed
• Never enter prohibited areas and always follow safety signs and
instructions
• Keep your belongings on the dialysis tables or behind your chair to
avoid them being something you can trip over. If you cannot reach
something, please ask for assistance
• Please do not smoke. Smethwick Dialysis Centre and its grounds are
designated non-smoking areas

Fire evacuation
If you smell smoke or see a ﬁre, report it immediately to a member of staff
or activate the ﬁre alarm system.
All staff working in the centre are trained in ﬁre procedures and will give
clear instructions on what to do.
Follow any instructions carefully, if the building needs to be evacuated do
this calmly and quickly. There are many clearly marked ﬁre exits throughout
the building. It is highly unlikely that this will need to happen.
Should you be asked to evacuate it is important you do not go straight
home without informing a member of staff. If you do you may be
considered missing and the ﬁre brigade may waste vital time searching for
you.
Transport
If you have been assessed and approved for hospital transport, this will be
provided for your dialysis and any approved hospital clinic appointments.
The transport will be provided by an appropriate transport provider such as
West Midlands Ambulance Service.
However if you can provide your own transport or would like to use public
transport, please inform your Named Nurse or the nurse in charge. In some
cases patients can claim for travelling costs.
If you do use patient transport, please ensure you are ready for collection
to help avoid unnecessary delays.
If you make your own way to Smethwick Dialysis Centre via car or public
transport, please ensure you leave plenty of time for your journey. It is
important that you arrive promptly for your dialysis slot. There is ample free
parking available for patients.
Television and radio
Each dialysis station is equipped with a personal TV so that you can
watch a wide range of television channels or listen to digital radio while
dialysing.
The systems are very similar to household TVs to you should ﬁnd them
easy to use, however please ask a member of staff if you need assistance.
A basic guide is provided at the rear of the booklet.
It is advisable to bring your own headphones so that you can listen
without disturbing other patients. Please remember to take off your
headphones before getting up to avoid any accidents or damage to the
headphone socket or wires.

Wiﬁ
Please ask your named nurse for wiﬁ details.
Comments, suggestions and complaints
We value open and honest feedback from patients and we actively
encourage patients and their relatives to take part in satisfaction surveys.
We see every compliment, suggestion or complaint as an opportunity to
learn, make improvements or highlight good practice.
We recognise that we don’t always get things right and we very much
welcome any comments or suggestions on ways we can enhance the
service we deliver.
If you have any concerns or complaints about your care or suggestions
for future improvements, please discuss these with the Lead Nurse for
Smethwick Dialysis Centre in the ﬁrst instance.
You may also speak to the Patient Advice and Liaison Service (PALS). The
Patient Advice and Liaison Service, which is based at the Queen Elizabeth
Hospital Birmingham, offers impartial advice to patients and relatives to
resolve issues informally and to handle formal complaints. They also collate
feedback, compliments and suggestions to help us improve our service.
If you or someone acting on your behalf wishes to give feedback, raise a
concern or make a complaint, the Patient Advice and Liaison Service (PALS)
will support you in doing this.
Email: PALS@uhb.nhs.uk
Telephone: 0121 371 3280
If however you are not satisﬁed with the outcome, you can make a formal
complaint.
Formal complaints
Should you, your relative, or someone acting on your behalf, wish to make
a formal complaint, please do so by contacting the Complaints Department
at the Queen Elizabeth Hospital:
Complaints Department
46F Nufﬁeld House, Queen Elizabeth Hospital, Birmingham, B15 2TH
Telephone: 0121 627 2950
Email: Complaints@uhb.nhs.uk
For details of the complaints procedure, see the hospital’s website:
www.uhb.nhs.uk/complaints.htm

Useful numbers
Smethwick Dialysis Centre
Main Reception Desk
Home Haemodialysis team

0121 371 8320
0121 371 8340
0121 371 5634

Queen Elizabeth Hospital Birmingham
Ward 301 Dialysis Unit

Acute Unit

0121 371 3096

Chronic Unit

0121 371 3098

Chronic Kidney Disease team
(for pre-dialysis patients)

0121 627 5752

HD satellite coordinators

0121 371 3002

Vascular Access Coordinator
Kidney Assessment Team

0121 371 3013
0121 371 3009

0121 371 4433 / 5682

0121 371 3017
Nurses

0121 371 5843 / 5844

Continuous ambulatory peritoneal
dialysis (CAPD)

Clerk

0121 627 2515

Nurses

0121 627 2030

Renal Psychology Service

0121 371 5851

