
Patient Charter

Our joint 
commitment to 
work together



Our Patient Charter 
We’re delighted to be supporting you 
with your treatment at home. So that 
we can give you the right service, at 
the right time, there are a few things 
we can both do to help things run as 
smoothly as possible.

In this Patient Charter we explain what 
you can expect from us and likewise 
how you can help.

You can expect from us…
The dignity and respect you deserve 
We want to deliver your care with 
the least impact to your lifestyle – 
whoever you are. Regardless of your 
age, where you’re from or what you 
believe, we’ll always treat you politely 
and with respect.

A joined-up service 
We’re not the NHS – but we work closely 
with them to make sure your treatment 
runs as smoothly as possible. The NHS is 
still your main health service so if you’re 
worried about your health please do 
speak to your GP or consultant.

Care from a highly skilled team
Your treatment may require a visit from a 
nurse. All of our nurses are qualified and 
trained to give you the care you need. You 
won’t always get the same nurse – but you 
will always see someone who knows how 
to treat you and your condition. 

Occasionally, your service could be 
affected by things that are out of our 
control (like when bad weather makes 
it impossible to travel). At these times, 
we’ll do everything we can to keep your 
service running normally.

If we really can’t get to you, you might 
have to go to hospital to get your 
treatment. But we’ll contact you first to 
discuss what’s best for you and keep 
you informed.

A service that’s up to standard
The confidentiality of your information 
is extremely important to us. We’ll 
maintain your personal data according 
to UK data protection laws and we’ll 
do everything we can to make sure it’s 
secure against unauthorised access, loss, 
disclosure or destruction. 

For all the details on how we use your 
information, have a look at our patient 
guide.

Ways you can help us...
Respect the way we work 
We’ll give you a two-hour window for 
your nurse visit or medication delivery. 
We need you to be home for the full two 
hours, so we can give you your treatment. 
If you’re not in for the full two hours, it 
could impact on your own treatment and 
other patients too.

So that we’re able to give you your 
treatment safely, your nurse will need a 
clean and tidy working environment with 
any pets kept out of the room. Please 
don’t smoke while one of our staff is 
in your house. So that you are able to 
consent to your treatment being given, 
you must not be under the influence of 
alcohol, drugs or illegal substances.  

If we’re looking after someone under 
16, their parent or guardian needs to be 
there too. 



Respect our staff
Everyone who is supporting you with 
your treatment, whether it’s our drivers, 
our nurses, or our Patient Services Team, 
deserves to be treated with respect.

In the event of a perceived or actual 
threat to a Bupa employee, we may also 
collect GPS and audio information from 
employee personal safety devices.

Anyone who verbally or physically 
threatens our staff may have their service 
removed immediately.

We’re here to help with your health, 
so please take the advice of our highly 
skilled nurses. 

Let us know if something changes
Sometimes your situation might change 
in a way that could affect your home 
service, such as moving house, going 
on holiday or spending time in hospital. 
When it does, please let us know as soon 
as you can – especially if you won’t be 
there for your two-hour window. 

We will reschedule your visit and let you 
know when this will be.  

Who’s your emergency contact? Ask that 
person to tell us if you go into hospital. 
That way, we can postpone our visits or 
deliveries. Get in touch when you’re back, 
to tell us you want to start your service 
again – but please bear with us, we 
may not be able to resume your normal 
schedule straightaway. 

Giving feedback
We value your feedback and it can help 
us make sure we’re giving you the best 
care we can. If you’ve got any comments 
or worries about how well a member 
of our team is doing their job, contact 
our Patient Services Team on 
0345 2636 123* or email us at 
feedback@bupahomehealthcare.com. 

Patient confidentiality is extremely 
important, so none of our other staff can 
talk to you about their colleagues. Always 
speak to the Patient Services Team first.

Making a complaint
If you’ve passed on your feedback and 
haven’t noticed an improvement, talk to 
our Patient Services Team. They’ll log and 
investigate your complaint thoroughly. 

Contacting us...
If it’s between 8.00am and 5.30pm, 
Monday to Friday
Call our Patient Services Team on 
0345 2636 123*. You can also email us at   
enquiries@bupahomehealthcare.com or 
go to bupahomehealthcare.com.

If you need to speak to us urgently at 
any other time
Call us on 0800 3265 465* or 
0345 2636 115*. 

It might be for something like a problem 
with your equipment. Or if you need 
to cancel a visit because you’re going 
into hospital.  

*Calls to 0345 numbers are charged at the standard rate. Call charges to 0800 numbers from a mobile can 
vary depending on your network provider. Calls may be recorded and may be monitored.
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