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Thank you for choosing  
Highgate Private Hospital for 
your forthcoming treatment.  
We are delighted to welcome  
you as a patient to our hospital. 

We are committed to providing first-class independent 
healthcare in a comfortable and welcoming environment; 
caring for you as we would our own families.

Coming into hospital is, for most people, an unfamiliar 
experience. This guide aims to make it a little less 
overwhelming by providing all the information you will need 
before your visit. We hope that it will answer most of your 
questions but if not, please do not hesitate to contact us.

Welcome 
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Located in an exclusive area of north London, Highgate Private Hospital  
is dedicated to providing outstanding healthcare to the local community. 
Consultation, Imaging, Treatment and Surgery are available across 
Orthopaedics & MSK, Spinal, Pain Management, Sport & Exercise Medicine, 
Urology, Gynaecology, General Surgery, Gastroenterology, ENT and many 
more medical specialities. You can find a full list of our services and 
treatments on our website at www.highgatehospital.co.uk.

We work with over 200 experienced Consultants, many of whom also  
work within the NHS. They are granted the right to practice at Highgate 
Private Hospital on the basis of meeting exacting criteria, overseen by 
our Medical Advisory Committee. Whilst practising at the hospital, our 
consultants agree to comply with our Clinical Governance Programme, 
which regulates patient care.

About us
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Highgate Private Hospital is part of Aspen Healthcare, owners of nine 
healthcare facilities in the UK. Aspen Healthcare is committed to excellence 
and quality in the provision of acute healthcare services in the communities 
it serves.

Facilities at a glance

• 4 operating theatres

• 43 luxury en-suite patient bedrooms

• 11 outpatient consulting rooms

•  Imaging and Diagnostics Suite with widebore MRI, CT, X-ray  
and Ultrasound

• Free wifi

• Minor operations and treatment suite

• Pharmacy

• Private GP service

• Vaccinations

• Health Screening

•  Limited onsite car parking (please note that free on-street parking is available, 

but that there are parking restrictions Mon-Fri from 10am-12pm)
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Our commitment to quality

We aim to be the preferred 
provider of independent 
secondary care services in  
the communities we serve. 

Drawing upon a range of 
disciplines, professionalism and 
teamwork, we strive to deliver the 
highest standards of tailor-made 
care and support to patients 
and their families in a caring and 
discreet clinical environment. 

We are registered with the  
Care Quality Commission 
(CQC) and are bound by The 
Health & Social Care Act 2012, 
which governs all independent 
hospitals, nursing homes and 
other residential units. 

We undergo regular inspections 
by the CQC in order to retain this 
registration. If you would like to 
view previous inspection reports 
on Highgate Private Hospital,  
you can contact the CQC at:

Care Quality Commission
National Correspondence
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA

Tel: 03000 616161
www.cqc.org.uk
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Providing choice and excellence

We welcome insured, self-funding and NHS patients. You can be assured that 
you will receive a high standard of service and treatment which includes:

•   Rapid access to Consultations

•   Choice of Consultant

•   Choice of appointment time to suit you

•   Quality clinical environment

•   Friendly customer service

•   Patient focused approach
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Whether you are visiting Highgate Private Hospital as an outpatient,  
day case or in-patient, we encourage you to read this guide to  
familiarise yourself with the processes for preparing for your visit.

Special requirements

We are committed to meeting your needs and expectations during your  
stay. This may involve accommodating a special diet or observing your 
religious practices. You may prefer to discuss and receive your care  
from members of the same sex. Wherever possible, please contact us  
on 0208 347 3379 with any specific requirements in advance, so that  
we are able to ensure your stay at Highgate Private Hospital meets your 
expectations and is as relaxed as possible.

Preparing for your visit
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Credit card

When you arrive for your 
appointment or treatment you  
will be asked for a debit/credit 
card. We accept major credit 
cards (except AMEX and  
Diners Club cards).

Your card details will be recorded 
and stored securely and in the 
event that you incur charges 
that are not covered by your 
insurance, employer, the NHS 
or self-funded package, we 
may use these details to take 
payment. The way in which we 
store your card details complies 
with Payment Card Industry Data 
Security Standard (PCI DSS), 
which was developed by Visa, 
MasterCard and other credit  
card providers, protecting 
cardholder data from fraud. 

Your stored card details will  
not be used if you do not incur 
any additional costs. If you do  
not have a debit or credit card,  
it is acceptable for a friend or  
a family member to have their  
card details stored on your behalf. 

We will not ask you for your  
card details every time you 
attend unless the stored card 
has either expired or if we stored 
your details more than three 
months ago.

If you are insured, we still require 
your card details as we may need 
to use these to pay for items that 
are not covered by your insurer. 
These may be items such as 
visitor meals, insurance excesses 
and shortfalls. 

You will receive a detailed 
statement showing any 
outstanding charges before we 
take payment. You will have a 
minimum of 10 days to query 
your bill and/or make payment. 
We may then use your stored 
card details to take the payment 
but we will send you confirmation 
in the post. 
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Insured Patients 

If you are funding your treatment 
through private medical insurance, 
it is essential that you have 
checked with your insurer  
whether your policy will cover 
the treatment before you have a 
consultation, investigation, any 
diagnostic imaging or surgery. 
Once you have authorisation,  
your insurer will issue you with 
an authorisation number or claim 
form, which you must bring with 
you when you come into Highgate 
Private Hospital. 

With most insurance companies 
we can arrange direct settlement. 
In the event that it is not possible 
for us to do this, or you do not 
have proof of pre-authorisation 
from your insurance company, 
then we will ask you to settle your 
account personally and to seek 
reimbursement from your insurer.

Self-funding patients

If you are paying for your own 
diagnostics or treatment, then 
you will be required to settle your 
account prior to or on admission  
by credit/debit card or cash. 
Wherever possible, we offer  
competitive inclusive packages 
designed to cover in-patient costs 
including Consultants’ fees, nursing 
care, accommodation and meals.  
Items not covered may include 
additional tests, consultations  
prior to your stay, costs associated 
with unrelated medical conditions, 
additional overnight stays, and 
personal costs such as meals  
for a visitor. Full T&Cs for our self  
pay packages can be found on  
our website.

Where it is not possible to offer  
a package price, please be aware 
that you may be invoiced separately 
by both the hospital and your 
Consultants. For more information, 
please contact Client Services on 
enquiries@highgatehospital.co.uk.
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Patients insured through overseas insurance companies

Highgate Private Hospital does not regularly deal with overseas 
insurers, so you will therefore be expected to pay for treatment 
yourself. A pre-advised deposit is required prior to commencement of 
treatment. You will be required to pay the remainder of your invoice in 
full upon receipt and will be given an itemised invoice to send to your 
insurance company so that you can seek reimbursement directly.
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Pre-operative instructions

Before you come into hospital for treatment, it is vital that you follow any 
individual instructions given in your confirmation letter sent with this guide. 
For example, you may be required to refrain from eating and/or drinking  
prior to your treatment. Please also observe any instructions regarding 
X-rays, blood tests or other tests before admission. 

Your Consultant may provide advice on your current medication prior to  
your treatment. If you have any questions about your medication, please 
contact your Consultant or the hospital on 0208 347 3890 or reservations 
@highgatehospital.co.uk. Please also contact us if you are currently taking 
any blood thinning medication such as Warfarin, Clopidogrel/Plavix or Aspirin.

With this guide you should also have received a pre-admission  
questionnaire which needs to be completed and brought with you on 
admission or to your pre-operative appointment.  

What to bring with you

•   Casual clothing to wear towards the end of your recuperation  
or during any post-operative physiotherapy (patients receiving 
joint replacements should bring loose clothing and trainers for 
physiotherapy sessions)

•   A pair of socks and/or slippers and a dressing gown

•   Any medication you are currently taking in the original  
labelled containers

•   Any relevant X-rays/scans or blood tests you may have

•   Toiletries 

Patients are requested not to bring valuables into Highgate Private  
Hospital as we cannot accept liability for any loss or damage to valuables  
or personal effects brought in by patients.

In-patient and day case stays
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How to identify staff

All hospital staff wear a name badge and can be identified by their 
uniform. If you have any questions about identifying a member of  
staff, information is available on the ward/department in which you 
are treated.

On arrival

Your time of arrival will have been 
confirmed in your admission letter. 
Whilst your time of admission does 
not always determine the time 
of your treatment, it is important 
that you arrive on time as your 
Consultant will want to talk to you 
before your treatment commences.

Patients are usually advised not to 
drive for 24 hours after treatment, 
so we would recommend that you 
ask a relative or friend to drop 
you off and collect you again on 
departure.

Please be aware that to enable 
all patients to have sufficient rest 
and aid recovery, we encourage 
you to keep visitors to a minimum.
We would also request that your 
visitors stay at home if they are 
unwell, as patients who have 
undergone treatment may be  
more susceptible to infection.

On arrival, please report to Main 
Reception. We will confirm your 
admission details but please  
remind us of any specific dietary  
or religious requirements.
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Your accommodation

All patients admitted for overnight stay will be accommodated in a 
single room with an en-suite bathroom including a shower. Each room 
has satellite television, wifi access and a direct dial telephone. Patients 
who do not require an overnight stay may be accommodated in an 
individual bay in the day case area.
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Our catering

Our à la carte menus offer  
a full range of nutritionally  
balanced meals to aid your 
recovery. We cater for all  
dietary requirements including 
vegetarian, halal, kosher and 
special diets such as gluten-free. 

Meals and drinks are usually  
served at the following times,  
but meals can be ordered  
outside of these hours should  
you request it. 

Breakfast 7.00am - 10.00am 

Lunch 12.00pm - 3.00pm 

Dinner 6.00pm - 9.00pm 

Your visitors are welcome to join 
you for meals or drinks in your 
room. Any such items will be 
charged separately to your account.

Hotel services

•  Incoming and outgoing post 
can be arranged for you as 
well as typing letters and the 
receipt or sending of faxes

•  We can help you arrange 
a visit from clergy of any 
denomination

•  Our in-house pharmacy can 
cater for all your medicinal 
needs and prescriptions
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Visitors

Friends and relatives are welcome to visit at any time throughout the 
day until 9.30pm. Please note that visitors are not permitted to stay 
in the hospital overnight. We would ask that visitors are kept to a 
minimum and preferably no more than two people at any one time for 
infection control reasons. We ask that all visitors report to the Nurses’ 
Station on arrival, so that we can ensure visits do not disturb your 
treatment or recovery. 

Mobile phones

You may use mobile phones in the hospital unless specifically asked 
not to by a member of staff. In-patient rooms also have a direct dial 
telephone which can be used for local phone calls. 

Smoking

All Aspen Hospitals and Clinics are non-smoking sites. This includes 
the use of electronic or vaping devices. Patients and visitors are not 
permitted to smoke anywhere within the hospital building or grounds.

Wifi

Free guest wifi is available throughout the hospital grounds, including 
patient bedrooms. 
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Your patient rights

We observe your rights under the Human Rights Act 1998, the Access 
to Health Records Act 1990 and the Data Protection Act 1998, and 
believe that you and all patients within our care have the right:

•  to seek advice regarding any concerns or queries you may have

•  to be given clear and full explanations of any proposed 
treatment before deciding whether to consent

•  to seek a second opinion on your diagnosis and/or treatment  
by asking your GP for a second referral (our Duty Senior Nurse 
can provide a list of Consultants who practice at the hospital,  
if required)

• to have access to your own health records (via written request)

•  to be assured that all entries within the health record  
are confidential

•  to raise suggestions and complaints about any aspect of  
the service you feel does not meet our high standards

•  to request any facilities not available which we will do our  
best to provide for you

•  to request a chaperone at any time

• to be assured your privacy and dignity are maintained 

Highgate Private Hospital is committed to the provision of high 
quality healthcare in all aspects of its service to patients, visitors, 
local community and members of staff. We recognise that clinical 
consultations, examinations and investigations have the potential to 
cause some people concern so please feel free to request a chaperone 
should you wish to have one.

Your operation
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Confidentiality

All healthcare employees have a legal duty to keep your records  
confidential and only those directly involved in your care will have access  
to your information which they use to help guide the care that you receive.
We will share information with the following main partner organisations:

• NHS Trusts and hospitals that are involved in your care

• Private insurers that are involved in your care

•  Clinical Commissioning Groups, NHS Commissioning Support Units, 
NHS England Local Area Teams and other NHS bodies

• Your General Practitioner (GP)

• Ambulance Services

•  PHIN (Private Healthcare Information Network) who are the 
government’s recognised body for processing private patient’s data

You may be receiving care from other people as well as us, for example 
Social Services. We may need to share some information about you with 
them so we can all work together for your benefit if they have a genuine 
need for it or we have your permission. Therefore, we may also share your 
information, subject to strict agreement about how it will be used, with:

• Social Services

• Education Services

• Local Authorities

• Voluntary and private sector providers working with us
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We will not disclose your information to any other third parties without 
your permission unless there are exceptional circumstances, such as 
if the health and safety of others is at risk or if the law requires us to 
pass on information.

Further information is available within our Fair Processing Notice which 
is available upon request. 

Safeguarding children and adults

As a healthcare provider we have a duty to safeguard, protect and 
promote the rights of children and those adult patients who may be 
least able to protect themselves from harm, and we work closely with 
agencies and regulators. Should you have any concerns regarding 
safeguarding at any point throughout your care, please inform a 
member of staff. 

Consent

Clinical staff need your consent before examining or treating you. 
Usually you can simply tell them whether you agree but if your 
treatment involves sedation or a general anaesthetic you will be 
asked to sign a consent form. Please note that you can withdraw your 
consent to treatment if you later change your mind – even after signing.
You may prefer not to know about certain aspects of your treatment 
but your Consultant must ensure that you know enough to enable 
you to make an informed decision. Your Consultant will document the 
information that has been given to you on the consent form and will 
discuss the treatment choices with you. If you do not want to receive a 
blood transfusion during or after your treatment, you can ask for this to 
be documented on your consent form. 
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Preparing for theatre

Before your treatment, one of the nurses will check your blood pressure, 
pulse and temperature. Your Consultant will also visit you to confirm your 
medical history and answer any remaining questions you may have. It is 
important that you tell them about any previous illnesses or allergies. 

Please be aware that members of staff may ask you the same question a 
number of times in order to ensure your safety. You may need to remove 
any nail varnish, nail extensions and cosmetics before your operation. Plain 
wedding bands may be worn but will need to be covered with surgical tape. 
Other jewellery including body piercings will need to be removed. A nurse 
will inform you when you should change into your operating gown and will 
also put an identity bracelet on your wrist. 

Once ready, you will be accompanied to theatre by a nurse, porter or a 
member of theatre staff. Most patients walk to theatre, however, if you feel 
this will not be possible please tell the nurse.

Anaesthesia

If your treatment involves any form of anaesthesia you will have  
been informed about this in advance. There are three main types  
of anaesthesia:

• Local anaesthetic (including IV sedation) 

• Regional anaesthetic (including spinal and epidural anaesthesia) 

• General anaesthetic

A combination of these types of anaesthesia may be used. 
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Following your procedure

Once your treatment has been 
completed, you may be cared 
for in a central recovery area 
before returning to your own 
room or the day unit. Serious 
complications following an 
operation and anaesthesia are 
very rare and most people 
experience few or no side-
effects. It is common to feel 
drowsy afterwards but this 
usually wears off quickly. 
When you are fully awake 
(and depending on the type of 
treatment) you may be able to 
have a drink and something to 
eat. The nurse will continue to 
monitor your pulse and blood 
pressure regularly as appropriate.

Some people may experience 
some discomfort after treatment 
but this will be relieved with 
painkilling drugs. Anti-sickness 
medicine may also be given if 
you feel nauseous. 

Samples

Some treatments involve 
removing a part of the body 
(such as a gall bladder or tooth) 
or taking samples of blood 
or tissue for further analysis. 
You should always be told in 
advance if samples are likely to 
be taken, and your permission 
will be obtained if samples are 
to be stored or retained. In the 
interests of safety, no tissue, 
specimens or implants removed 
during a procedure can be 
returned to patients. 

Photographs and videos

As part of your treatment some 
kind of photographic record 
may be made – for example 
x-rays, clinical photographs or 
sometimes a video. These will  
be kept with your medical notes 
and held in confidence as part 
of your medical record. We will 
not use your photographs or 
videos in a way that might allow 
you to be identified without your 
express permission.
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Privacy

In order to protect your privacy and confidentiality, our staff are unable 
to give out any information about your condition over the telephone. 
Your friends and family can telephone the ward or day care area and 
their call will be transferred to you.

During your hospital stay your Consultant will take personal 
responsibility for your care and treatment, in discussion with you. 
The hospital also has a resident doctor known as an RMO (Resident 
Medical Officer) who is on site 24 hours a day. Nurses work different 
shift patterns but care for specific patients each day and will always 
introduce themselves to you at the beginning of their shift. 

Medical emergencies

Amongst the 25,000 operations taking place every day in the UK, 
serious complications are very rare but sometimes things do not go 
as they should. Although your Consultant should inform you and your 
family, often it is the patient who is the first to notice something amiss. 
If you are worried at all, please do not hesitate to speak to your nurse.

We have staff on duty at all times, including a Resident Medical Officer 
(RMO), who is trained and experienced in managing any medical 
situation that may arise within a hospital environment. Should a serious 
complication occur that necessitates the need for critical care facilities, 
we have arrangements in place with the local NHS hospital and would 
transfer you there for them to take over your care. We would, of 
course, maintain contact with the hospital to monitor your progress.

Your recovery
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Going home

Your Consultant or nurse will advise how long you will need to stay at 
the hospital to recover. If you need to take any medication following your 
discharge, this will be given to you when you leave. Your Consultant will 
also send a detailed letter to your GP explaining your treatment, medication 
and any required aftercare. 

Our staff will ensure that you are well prepared for the next stage of your 
recovery, and will provide you with all the information you need prior to 
discharge.

As patients are advised not to drive for 24 hours after surgery, you must 
make arrangements for a relative or friend to collect you upon on departure.
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Follow-up care

If you need to see your Consultant again following your discharge, an 
outpatient appointment will be made before you leave or you will be 
notified of your appointment as soon as possible after your discharge. 
Following your discharge, if you have any concerns or questions please 
telephone our 24hr helpline on 0208 347 3881 and speak to one of 
our qualified nurses.



We always welcome feedback from patients, whether positive or negative, 
as this helps us maintain and develop our high standards of care.  
At the end of your stay we would be grateful if you would take the time  
to complete the short, confidential questionnaire which will be given to  
you on admission. Please hand it to your nurse before you leave or 
return it in the FREEPOST envelope provided. We also have comment and 
suggestion boxes available throughout the hospital in our patient waiting 
areas and on the ward.

If you have any suggestions or comments about this guide, please contact 
us via:

Highgate Private Hospital
17-19 View Road
Highgate
London
N6 4DJ 

Tel: 0208 347 3865
Email: marketing@highgatehospital.co.uk

Your feedback
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If you are unhappy with any aspect of your stay, please speak to a member 
of staff straight away so that we can do our best to put things right. 

If, however, you remain dissatisfied, please do not hesitate to ask to speak with 
the Hospital Director or another senior manager to discuss your concerns. 

If, after your visit, you wish to make a written complaint, please direct your 
letter to:

The Hospital Director
Highgate Private Hospital
17-19 View Road
Highgate
London
N6 4DJ 

Your letter will be acknowledged in writing within two working days and 
an investigation will begin into your complaint. You should receive our 
response within 20 working days but if our investigations take longer, we 
will keep you informed. Upon receipt of our response, you can contact the 
Hospital Director who may arrange (with your consent) an appointment to 
meet with you or discuss your concerns over the telephone.

It is always our intention to resolve matters amicably but if you remain 
unsatisfied, you may write to:

The Chief Executive 
Aspen Healthcare 
Centurion House 
37 Jewry Street 
London  
EC3N 3ER 

How to complain
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As an independent hospital, we 
are members of the Independent 
Sector Complaints Adjudication 
Service (ISCAS) which provides 
independent external review  
of complaints.

ISCAS has a Code of Practice 
for handling complaints 
which includes provision 
of an Independent External 
Adjudication Service for patients 
who remain dissatisfied having 
exhausted the company’s local 
complaints procedure.

If you wish to contact ISCAS to 
initiate an Independent External 
Adjudication, then you need to 
write to:

The Secretariat of the 
Independent Sector Complaints 
Adjudication Service 
70 Fleet Street 
London 
EC4Y 1EU

Tel: 0207 536 6091 
Email: info@iscas.org.uk 
www.iscas.org.uk

This must be done within six 
months of receipt of the letter 
from the Chief Executive.
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We try to be readily accessible to patients and there are a number  
of ways you can reach us. If you are seeking information about  
Highgate Private Hospital, it is worthwhile visiting our website at  
www.highgatehospital.co.uk which features information about us, 
our facilities, our services, a directory of our Consultants and patient 
information. You can also contact us or make an enquiry via the website.

Hospital switchboard: 0208 341 4182 

Alternatively, you can contact some departments on the direct lines as 
listed below:

Outpatient appointments    020 8347 3899

Outpatients fax     020 8347 3892

Theatre reservations    020 8347 3890

Theatre reservations fax    020 8347 3898

Imaging & Diagnostic services   020 8347 3866

Private GP service & health screening  020 8347 3880

NHS Services for Outsourced Patients  020 8347 3856

NHS Services for E-referral Patients  020 8347 3864

Pharmacy     020 8347 3858

Nursing wards      020 8347 3881

General enquries    020 8341 4182

Contacting us
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By Tube: Highgate Station (Northern Line) is a 10 minute walk from the 
hospital. Alternatively, there is a taxi rank opposite East Finchley Station 
(Northern Line), which is also nearby.

By Bus: Bus routes 134, 43 and 263 run to Highgate Station, routes 214, 
271 and 210 run to Highgate Village and route 143 runs along North Hill.

By Car: We are not in London’ congestion charging zone. Limited 
parking is available in our car park, but free parking is available on roads 
surrounding the hospital (please note there are parking restrictions in 
place Mon-Fri from 10am-12pm).

How to find us



17-19 View Road
Highgate
London
N6 4DJ 

T: 0208 341 4182
E: info@highgatehospital.co.uk

www.highgatehospital.co.uk


