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Who is this booklet for?  
 

 
 
 
 

I would like this information in 
another language. How do I get it?  

 
 

This information is available in Greek, Vietnamese, 
Mandarin and Italian. Please telephone (03) 9929 8532. 

 
 
 
 
 
 
 
 
 
 

This information is for you, particularly if you are: 
• Attending Emergency; 
•  Visiting our clinics as an outpatient; 
• Having surgery; or are 
•  A friend, family member or carer of someone visiting 

the Hospital. 
 

The information is based on most commonly asked 
questions. If you have other questions, our staff will be 
happy to help you, or Email us at info@rveeh.vic.gov.au. 

 
A map showing the location of the Eye & Ear Hospital is on 
the back cover, while a diagram showing the location of 
our wards and departments can be found on the inside 
back cover. 

 
 
 
 
 
A large print version of this 
information is available by calling  
(03) 9929 8532. 
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How do I get an interpreter?  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

If you don’t speak or read English and need a language 
interpreter, or are hearing impaired and need a signing 
interpreter, for your appointment, please telephone 
(03) 9929 8234 between 10.30am and 12.30pm, 
Monday to Friday. 
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Introduction  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Welcome 
Welcome to The Royal 
Victorian Eye & Ear Hospital, 
a state-wide teaching, 
training and research 
hospital specialising in eye, 
ear, nose and throat 
medicine. The Hospital has 
been serving Victorians for 
139 years and is one of only 
a dozen major specialist eye 
and ear hospitals around 
the world. We are 
committed to continually 
developing and improving 
the quality of care we 
provide to you. 

 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Location 
We are at 32 Gisborne 
Street, East Melbourne 
(see map, back cover), and 
have two entrances – 
Gisborne Street and 
Morrison Place – both 
with wheelchair access. 
 
Public transport 
• The closest train station 

is Parliament Station on 
the City Loop. 

• These trams travel past 
the Hospital: 
• Route 109, Mont Albert 

– City – Port Melbourne 
(low floor) 

• Route 112, St Kilda 
Beach/South Melbourne 
– West Preston 

 

 
 
 
 
• These buses travel past 

the Hospital: 
• City Services via the 

Eastern Freeway, routes 
301 to 309, 313, 315, 
316, 319 

• City to Latrobe 
University via Eastern 
Freeway, route 350 

 
For public transport 
information call Vic Trip 
on 131 638 
(www.victrip.com.au). 
There is a taxi rank on 
Gisborne Street and a free 
taxi phone inside the 
Morrison Place entrance. 
Parking 
There are a number of public 
car parks around the 
Hospital, with the nearest on 
Albert Street. Because 
of the inner city location, 
parking fees can be high and 
car parks fill up quickly. 
Metered parking spaces, from 
one to four hours, 
are available near the Hospital. 
There is 15-minute parking 
outside the Gisborne Street 
entrance and disabled parking 
spaces in Morrison Place. 

 
 
 
 
Victoria Parade and 
Albert Street are subject 
to Clearway times. 
Cars parked illegally are 
towed away (United 
Towing, (03) 9484 1234), 
attracting parking fines 
and towing fees. Council 
parking officers regularly 
patrol, so carefully check 
parking restrictions before 
leaving your car. 
 

What if I have problems 
getting to the Hospital? 
Our transport service, 
(03) 9929 8635, may be 
able to help you. It can also 
help you: 
 

• Find accommodation 
near the Hospital; 

• Apply for the Victorian 
Patient Travel Assistance 
Scheme (rural patients); 

• Apply for the Multi- 
Purpose Taxi Program. 
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Emergency  Outpatients  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

When should I come 
to Emergency? 
If you experience: 
• Sudden loss of vision 

or hearing; 
• Sudden severe eye, ear, 

nose or throat pain; or 
• Injury or bleeding to the 
eye, ear, nose or throat. In 
Emergency your condition is 
assessed. Your place in the 
queue to see a doctor 
depends on how serious your 
condition is, 
so people arriving after you 
may be treated before you. If 
you have a minor eye, ear, 
nose or throat condition, such 
as dry eyes or ear wax, it is 
recommended that you see 
your family doctor first 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
because the wait in 
Emergency could be several 
hours. 
 

When is Emergency 
open? 
Emergency is open 24 
hours, seven days a week. 
Can someone come 
with me? 
Yes. We recognise that the 
needs of patients, relatives 
and carers are important 
and we respect your right to 
involve family and 
carers in your care. 
 

Will my visit cost me 
anything? 
If you have a Medicare 
Card, the only thing you 
will be charged for is your 
medicines. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
What is Outpatients? 
Outpatients is made up of a 
group of specialist eye, ear, 
nose and throat clinics 
staffed by doctors and other 
health professionals. In these 
clinics your condition is 
assessed, using 
a range of specialised tests, 
and treatment options 
discussed with you. 
 

When is Outpatients 
open? 
Our clinics generally open 
at 8am or 8.30am and 
close at 5.30pm, Monday 
to Friday. 
 

How do I get an 
appointment? 
For an appointment, you 
will need a referral from 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
your doctor, optometrist or 
other health professional. 
Your referral needs to be 
posted or faxed to: 
Outpatient Bookings Unit 
The Royal Victorian 
Eye & Ear Hospital 
Locked Bag 8 
East Melbourne 8002 
Fax: (03) 9929 8404 
 

Once we receive your 
referral we will: 
• Notify you and the 

person who referred you 
that we have your details; 

• Prioritise your referral, 
according to the details 
in your referral, and 
place you on a waiting 
list for a suitable 
appointment; 
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Outpatients  
 
 
 
 
• Before your appointment 

we will telephone you to 
discuss a suitable date and 
time. 

• Ring you the week before 
your appointment to make 
sure you can still come. If 
you change your contact 
details, or have any questions, 
please telephone the 
Outpatient Bookings Unit on 
(03) 9929 8500 or 
Email info@rveeh.vic.gov.au. 
How long will I wait for 
an appointment? 
Because a lot of people need 
our specialist services we 
have a waiting list. Waiting 
times vary, depending on 
your condition, but could be 
several months. 

 

How long will my 
appointment take? 
This depends on your 
specific needs but could 
take up to three hours. 
For example, if tests are 
involved we need to do 
them carefully so that 
results are accurate. 

 
 
 

 
 
 
 
Staff members are specialists 
in their field and several 
people may help with your 
assessment and treatment. 
For example, if you have an 
eye appointment, your care 
team could include a 
specialist eye doctor, an 
orthoptist, a nurse and a 
medical photographer. If 
you have an ear, nose or 
throat appointment, you could 
see a specialist doctor, an 
audiologist, a nurse and a 
speech therapist. Remember, 
an Outpatient appointment 
is not for 
an operation. 
 

Should I bring my 
medicines with me? 
Please bring all your 
medicines, including herbal 
medicines, in their original 
containers to 
show your doctor, nurse or 
pharmacist. This will 
ensure that: 
•  You can continue taking 

your medicines; 
• Any new medicines 

don’t interfere with 
what you are already 
taking; and 

 
 

 
 
 
 
•  We can let you know if 

any new medicine 
replaces one that you 
have been taking. 

 

Can someone come 
with me? 
Yes. We recognise that the 
needs of patients, relatives 
and carers are important 
and we respect your right to 
involve family and 
carers in your care. 
Patients with special needs 
should be accompanied by a 
family member or carer. 
Can I choose my 
doctor? 
If you are a public patient 
you cannot choose your 
doctor and you may see 
different doctors at each 
appointment. If you are a 
private patient you can 
choose your doctor. 
 

Will my visit cost me 
anything? 
If you are a public patient 
with a Medicare Card there 
is no charge for your 
treatment. If you are a 
private patient (with or 
without health insurance), 
your doctor charges you for 
your treatment. 

 
 
 
 
Both public and private 
patients are charged for 
medicines, the price of 
which varies. 
 

Why do I need to fill in 
a health questionnaire? 
This questionnaire asks 
you about your general 
health and medical history. 
By filling it in you help us 
assess and treat your 
condition. We will send 
you a questionnaire in 
time for you to fill it in 
and bring it to your first 
appointment. 
 

What if I need an 
operation? 
If you need an operation, 
we organise it. In most 
cases, you are put on our 
surgery waiting list, with 
waiting times varying from 
several months to over a 
year due to the large 
number of patients 
needing surgery. While 
you are waiting we may 
contact you to ensure your 
details are up to date. 
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Inpatients  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

How will you let me 
know my operation 
date? 
You receive a letter or 
phone call from us giving 
you your date for surgery. 
You then need to let us 
know if you can come on 
that day. Because of the 
large number of people 
waiting for surgery, we may 
have to cancel your 
operation date if we don’t 
hear from you. 

 

If you become unwell, get a 
cold or flu, are admitted to 
another hospital, no longer 
need surgery, or have any 
questions, please call Theatre 
Bookings on 
(03) 9929 8552. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Will I need to attend a 
Pre-admission Clinic? 
We may ask you to attend 
our Pre-admission Clinic 
where a team of health 
professionals talk to you 
about your health. 
You may also have a 
physical examination and 
tests to ensure you are fit 
for surgery. It is also a good 
time for you to ask 
questions. You may bring 
someone with you. 
 

How long will I stay 
in hospital? 
Because of improved 
surgical practice, most of 
our patients go home on 
the same day as their 
surgery. About 65% of 
 

 
 
 
 
our operations are done 
under local anaesthetic. 
We let you know if you 
need to stay overnight. 
Will I have a room 
to myself? 
If you are having day 
surgery, you will, in most 
cases, be settled into a 
comfortable recliner chair 
until you are well enough to 
go home with a relative or 
friend. If your condition 
requires you to stay 
overnight, our rooms have 
either two beds or six beds. 
We have a limited number 
of single rooms for patients 
who are seriously ill or have 
special medical needs. 
 

What will be in my 
room/ward? 
Each patient has access to a 
bedside locker with lockable 
drawer, a wardrobe and a 
drawer unit, and a nurse call 
bell. Bathroom facilities are 
available in each room 
/ ward. Some rooms/wards 
have television access and 
there is a patient/visitor 
television lounge on each 
ward. Telephone access is via 
public telephones. 

 
 
 
 
What if I need special 
food? 
We cater for patients with 
special dietary 
requirements, providing a 
wide range of meals 
including diabetic, Kosher, 
and Halal. If you have a 
special dietary requirement 
please let us know before 
you come to Hospital by 
calling Theatre Bookings on 
(03) 9929 8552. 
 

If I’m staying overnight 
is there anywhere my 
relative or carer can 
stay? 
Our social work service on 
(03) 9929 8636 can help 
find accommodation near 
the Hospital. 
 

When are visiting 
hours? 
Visiting hours are from 
10am to 8pm daily. 
What should I bring 
with me? 
Please bring: 
•  Your Medicare Card; 
•  Your Pensioner, Social 

Security, Health Care or 
Veteran Affairs cards; 

•  Your Safety Net 
Entitlement Card; 

 

 
 

12 13 



Inpatients  
 
 
 
 

•  Your health fund 
membership number 
and type (private 
patients only); 

• Any relevant x-rays or 
pathology reports; 

•  Your medicines 
(see next question); and 

• Money (or telephone 
cards) for pay phones, 
magazines, snacks and 
discharge medicines. 

 

If staying overnight, 
please bring: 
• Pyjamas or nightgown; 
•  Dressing gown and 

slippers; and 
•  Toiletries and tissues. 
Children may want to bring 
a favourite toy. Only bring 
what you really need for 
your stay. Please don’t bring 
valuables as we cannot take 
responsibility for any losses. 

 

Should I bring my 
medicines with me? 
Please bring all your 
medicines, including herbal 
medicines, in their original 
containers to 
show your doctor, nurse or 
pharmacist. This will 
ensure that: 

 
 
 
 
•  You can continue taking 

your medicines; 
• Any new medicines 

don’t interfere with 
what you are already 
taking; and 

•  We can let you know if 
any new medicine replaces 
one that you have been 
taking. Where do I 
come 
on the day of my 
admission? 
Please come to Admissions, 
ground floor, Gisborne 
Street entrance. It is open 
from 7am to 7pm, 
Monday to Friday. Based on 
the order in which you are 
required in surgery, our staff 
will confirm your details and 
direct you to our Day Surgery 
Facility or one of our wards. 
Nursing staff will then 
confirm 
your medical details and 
talk to you about your 
operation. 
 

If you are under 18, or have 
an assigned legal guardian, 
you will need a parent or 
your guardian to sign your 
admission and consent 
forms. 
 

 
 
 
 
Can I choose my 
surgeon? 
If you are a public patient 
we choose your surgeon. If 
you are a private patient 
you can choose your 
surgeon. 
 

Will my operation cost 
me anything? 
If you are a public patient 
with a Medicare Card you 
are not charged for your 
operation. If you are a 
private insured patient your 
health fund covers the cost 
of your operation according 
to your policy. 
If you are a private 
uninsured patient you need 
to pay a deposit when you 
are admitted and an 
account is sent to you. If a 
third party, such as 
WorkCover or the Transport 
Accident Commission, is to 
pay for your operation, 
please give their details to 
our admissions staff. 
 

Whether or not you are a 
public or private patient, if 
you are having day surgery 
you are charged for the 
medicines you take home. 

 
 
 
 
With the implementation 
of the Pharmaceutical 
Benefits Scheme in public 
hospitals in mid 2003, 
all overnight patients are 
now also charged for 
medicines they take home. 
When can I go home? 
You can go home as soon 
as your period of care at the 
Hospital has ended. Your 
healthcare team discuss 
this with you and give you 
information about 
medicines. You need to 
arrange for someone to 
take you home (in a 
private car or taxi) and 
remain with you for the 
first 24 hours after your 
operation. Overnight 
patients are usually 
discharged at 10am. 

We can also help you get: 
• Ongoing care at home, 

such as the Royal District 
Nursing Service; and 

• Information about 
support groups (also in 
our Quality of Care 
Report). 

 
 
 
 
 

 
 
 
 

14 15 



General services & facilities  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Café and Gift Shop 
Our Café and Gift Shop are 
located inside the Morrison 
Place entrance. The Café 
is open Monday to Friday, 
7.30am to 4.30pm. 
Vending machines are 
also located throughout 
the Hospital. 

 

The Gift Shop, which is run 
by the Friends of the Eye & 
Ear Hospital, is open 
Monday to Friday, 8am 
to 6pm, Saturday, 10am 
to 5pm, and Sunday, 
10am to 3pm. 

 
Telephones 
There are public telephones, 
which take coins and phone 
cards, throughout the 
Hospital. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
A free taxi phone is 
available near the Morrison 
Place entrance. Mobile 
phones can interfere with 
medical equipment so 
please turn them off in the 
Hospital. Smoking 
Smoking is not permitted 

within the Hospital. 
Toilets 
Staff can direct you to the 
nearest toilet and to those 
with wheelchair access. 
Pharmacy 
Our Pharmacy, near the 
Morrison Place entrance, 
provides prescription and 
non-prescription medicines. 
 
 

 
 
 
 
Pharmacy staff will help 
you with information 
about your medicines, 
including how to use and 
store them safely. 
The Pharmacy, which also 
provides a contact lens 
service, is open Monday to 
Friday, 9am to 5.30pm. 
Social Work 
Our social work service is 
available to patients and 
their families. You can 
get help with counselling; 
completing forms; 
accessing community 
groups and organisations; 
organising home help; 
family problems; 
social security benefits; 
accommodation; coming 
to terms with illness; 
and advocacy. Telephone 
(03) 9929 8636. 
Vision Australia 
Foundation 
Low Vision Services are 
offered in the Hospital by 
Vision Australia Foundation. 
Services include counselling, 
mobility instruction, 
occupational therapy advice 
and help with daily living, 
as well as advice on aids and 
equipment. Telephone 
(03) 9929 8639. 

 
 
 
 
Diabetes resources 
Diabetes nurses are available 
to anyone who wants help 
managing their diabetes. 
A dietitian is also available. 
Telephone (03) 9929 8680 
www.eyesondiabetes.org.au. 
Support groups 
There are a wide range of 
support groups for people 
with eye, ear, nose and 
throat related medical 
conditions. For information 
on support groups, please 
ask a staff member, 
telephone social work on 
(03) 9929 8636, or see our 
Quality of Care Report. 
The Friends of The 
Royal Victorian Eye 
& Ear Hospital 
If you would like to be a 
volunteer or support our 
work through a donation 
or bequest you can 
become a Friend. Financial 
donations of $2 and over 
are tax deductible. If you 
are interested in being a 
volunteer or making a 
donation, telephone 
(03) 9929 8532. 
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Your rights & responsibilities  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

You have the right to: 
 
•  A wide range of public hospital services; 
•  Treatment based on medical need 

regardless of your ability to pay or your 
health insurance status; 

• Choose whether you wish to have 
treatment as a public or a private patient; 

•  Treatment and care in a safe environment; 
• If necessary, to have access to an 

interpreter; 
• Services provided in a culturally 

sensitive way; 
•  Participate in making decisions about 

your treatment and care; 
•  Participate in decisions and receive 

information about your discharge; 
• Information about which of our staff will 

provide your care; 

 
 
 
 
• Information about your health care and, 

if you wish, a second medical opinion; 
• Access to your health records and 

confidentiality for your personal 
information; 

•  Treatment with respect, dignity and 
consideration for privacy; 

• Information on steps we take to improve 
quality of care; 

• An opportunity to discuss any questions 
or complaints you may have about your 
care; and 

• Make a complaint to an independent 
complaints organisation. 

 
 
You have the responsibility to work with 
your treating team by providing relevant 
information about your health and 
circumstances that may influence your 
treatment, recovery or stay in hospital. 
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We welcome your feedback  
 
 
 
 
We welcome 
your feedback 
We welcome your 
feedback, whether you are 
praising, commenting on, or 
complaining about our care 
or services. 
Your feedback is important 
in helping us improve our 
services. If you have 
feedback, including a 
complaint, you can talk 
to any staff member, 
contact our Patient 
Representative on 
(03) 9929 8225, or Email 
info@rveeh.vic.gov.au. 
Feedback forms are 
available around the 
Hospital, in our Quality 
of Care Report and on the 
next page. If you make a 
complaint and you are not 
satisfied with the result you 
can refer the matter 
to the Victorian Health 
Services Commissioner 
(Freecall 1800 136 066). 

 
 
 
 

 

 
 
 
 
Your privacy 
We are committed to 
protecting your privacy. 
In addition to our existing 
statutory obligations under 
the Health Services Act 
1988, the new Health 
Records Act 2001, which 
took effect on 1 July 2002, 
sets further standards for the 
collection, use and 
disclosure of personal and 
health information. Our 
privacy brochure is available 
around the Hospital, at 
www.rveeh.vic.gov.au, or by 
calling (03) 9929 8570. 
Accessing your medical 
record 
The Freedom of Information 
Act gives you the right to 
access information about 
yourself that is held by us. If 
you want to access your 
medical record please write, 
stating your requirements, to: 
Medical Administration, The 
Royal Victorian Eye 
& Ear Hospital, 
Locked Bag 8, 
East Melbourne 8002. 

 
 
 
 
Your feedback is important so we can 
continue to improve. 
 

Once you have completed this feedback form, tear it 
out and hand it to a staff member; or drop it into one 
of the Feedback Boxes throughout the Hospital; or post 
it to our Patient Representative (Locked Bag 8, East 
Melbourne 8002). 
 
I am a: Patient Relative/Carer Other 
 

 
I liked: 
 
 
 
 
 
 
 
I disliked: 
 
 
 
 
 
 
 
You could improve by: 
 
 
 
 
 
 
 
 
 
 

 
 
 

continued over page 
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Additional comments 
 
 

Eye & Ear Hospital  
Departments and Wards  

 

 
 
 
 

Smorgon Family Wing  
 
 
 

Peter Howson Wing  
 
 
 
 
 
 

8  Radiology/ 
ENT 

 
7  Eye Bank/ 

Glaucoma  

 
6  Cochlear  

Clinic  
 

 
5  ENT Clinics  

 
 

4  Orthoptics  

 
 

3  General  Eye 
Clinics  

 
 
 
 
 
 

Ward 8   8 

 
 

Ward 7   7 

 
 
Preadmission Service    6 

 
 

Corporate Services    5 

 
 

Ward 4   4 

 
 

Day Surgery    3 
 

 

 
You can provide anonymous feedback or provide your 

name and contact details so we can get back to you: 
 

Name: 

 

 
2  DIRU, Speech  

Therapy  
 

 
1  Special  Eye 

Clinics  
 

 

 
Uni Dept. of Otolaryngology    2 

 
 
Uni Dept. of Ophthalmology    1 

 
 

G  Emergency,Address:   
Pharmacy  

 
Admissions, Social Work   G 

Patient Representative  

 
 
 
 
 

Telephone: 

 

 
 
 
 
 
Please note that the 

 
 
 
INPATIENTS 
ENTRANCE 

 

 
 
 
Gisborne Street  

 
 

EMERGENCY & OUTPATIENTS ENTRANCE  
is just around the corner, off Morrison Place 

 
 

Thankyou for your comments  


