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Congratulations on the birth of your new baby.  We 
understand this is a particularly stressful and difficult 
time for you and hope that you find the information in 
our booklet useful.   
  
Most babies are born healthy and without any 
problems. However, around one in ten babies will need 
some specialist care and some will need to be looked 
after in a Neonatal unit. Neonatal simply means 
‘newborn’. Reasons for babies needing Neonatal care 
include being born too early (preterm), too small, or 
becoming unwell after birth. 
  
Having your baby admitted to the Neonatal Unit can be 
a frightening and a worrying time. Our doctors and 
nurses will help you manage this experience.  They will 
give you clear information and practical support 
throughout your baby’s stay.  

  
 

 

Welcome 
Baby! 
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Welcome to the Neonatal Unit 
 
 
 

We know that being in hospital can be a difficult and 
stressful time for all of those involved. 
 
We hope this booklet answers any general questions 
you may have.  If you have any questions, please do not 
hesitate to ask a member of staff. 
 
The Senior Charge Nurse is . . . . . . . . . . . . . . . . . . . . . . . . 
 
To contact the unit, phone:  01387 241 234 
Or email: dg.neonatal-unit@nhs.scot 
 
We aim to ensure that you and your baby feel safe and 
are cared for with kindness and respect at all times.  
Staff are here to help you and will always treat you and 
your baby with dignity.  They will make every effort to 
consider your baby’s individual needs and involve you 
when planning their treatment and care. 
 
NHS Dumfries & Galloway have the following CORE 
values – Compassion, Openness, Respect and 
Excellence.  These core values are at the centre of 
everything we do. 
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Important Information 
   
Main Door Entry 
The main entrance doors have sensors and will   
automatically open and close between 08:00am - 
08:00pm 
  
Out with these times; please ring the bell to be 
admitted by the unit staff.  This is located on the left-
hand side of the main doors. 
  
Entering the Neonatal Unit  
The unit doors are locked at all times; please ring the 
intercom and identify yourself to gain entry. Please do 
not allow other people to follow you through the door. 

There might be a slight delay in staff answering the 
door, your patience is appreciated. 

ID Badges 

All NHS Dumfries & Galloway staff wear photographic ID 
badges with their name and role. 

Interpreting & Translation 

Professional interpreting or translation services are 
available.  Please make sure staff know what your 
requirements are.  
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Neonatal (New Born) Care in Scotland 
  
DGRI’s Neonatal Unit (NNU) can offer a high level of care–it 
is a Level 2 unit, meaning that it can provide high-
dependency care for premature babies.  
  
 
Newborn babies needing the highest level of care must go 
to the Level 3 neonatal intensive care units in either 
Aberdeen, Edinburgh or Glasgow. 
  
 
Please be assured if a newborn baby in our hospital 
becomes suddenly seriously ill there is always trained staff 
on hand to give them immediate treatment. If needed, they 
can then be transferred to a NICU. 
  

 

 

Some of the babies admitted to the unit were born in a 
Level 3 unit and then have transferred here to be closer to 
their families. And some are born here and once we have 
stabilised them they can be transported to Level 3 for care. 
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Neonatal Unit (NNU) Staff 
To provide the specialised neonatal care we 
have a dedicated team of nursing staff 
consisting of a Neonatal Senior Charge 
Nurse, Neonatal Staff Nurses and Neonatal 
Care Assistants (NCA),  

 
Photographs of our team are displayed on our photo 
boards which can be seen as you enter the unit. 
  
 We also have an interactive board identifying the name 
of the nurse looking after your baby each shift and their 
named consultant. Our medical team consists of 
Paediatric Consultants, Paediatric Registrars and Senior 
House Officers (either Paediatric or GP trainees). 
  
We have a multidisciplinary team made up of Newborn     
Hearing Screening Team, Ophthalmologist, Dietician, 
Speech and Language Therapist, Occupational 
Therapists, Breastfeeding Support Workers, Psychology 
Staff and Social Services Staff 
  
Teaching and Research 
Student doctors, nurses and other training professionals 
in training may be present when your baby is being 
examined and treated.  They may also help care for your 
baby under supervision from staff.  If you are unhappy 
about this, please let a member of staff know. This will 
not affect your baby’s care in any way. 
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On Admission 
 
As well assessing your baby’s medical and health needs, 
we check if you have any other needs.  With your 
consent, information gathered by one professional will 
be stored in our clinical application Badgernet and will 
be available to the team.  This may also be shared with 
other agencies involved in your baby’s care for example, 
Social Work or Child Protection. 
 
This means that assessments are co-ordinated and 
come together to create one single picture of your 
baby’s needs.  From this, we can plan for your baby’s 
care in the unit and for any care your baby may need on 
discharge.  On discharge from the unit, this assessment 
and care plan will be sent to the people involved in their 
ongoing care. 

Investigations, Procedures and Treatments Consent 
 
If your baby requires any procedures, investigations or 
treatment, other than routine, you will be asked to give 
verbal or sometimes written consent. Consent received 
is recorded in your baby’s electronic notes. In 
emergency situations consent is not sought as your 
baby’s health is paramount. In normal circumstances 
consent must be given by the person with legal 
‘parental responsibility’. The medical or nursing team 
will explain everything to ensure that you fully 
understand what you are consenting to.  
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We do not think of parents as visitors. You are an essential 
member of the care team. The Neonatal Unit embraces the 
principle of family centre care and encourages parents to be 
present during ward rounds and nursing handovers. 

Receiving updates about your baby’s care and   progress 
Each time you attend the unit the nurse who is caring for 
your baby will update you. 
  
 The medical staff will meet you regularly to update you and 
involve you in decisions about your baby’s care. As your baby 
progresses and matures these updates may happen less 
often. If you have not been updated recently or you have 
specific concerns, ask your baby’s nurse to arrange for an 
opportunity to speak to the medical team.  

Parental Involvement in Babies Care 
The neonatal team are committed to family centred care, 
staff will support you to adapt to being a parent with a baby 
in NNU. We will work with you to help you develop 
confidence in providing cares and comfort for your baby. 

Nursing Handover: 7:30am-8:00am
  7:30pm - 8.00pm  
 
 
Medical Ward Round: 9:00am-11:00am 
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Understanding your preterm or sick baby in hospital 
and now you’re Home 
These two courses have been designed in partnership with 
clinical psychologists, health professionals and parents as a 
supportive resource for families experiencing neonatal 
care for their baby or babies. 
 

Understanding your preterm or sick baby courses 
promote close and connected parent-infant relationships 
building on the Solihull Approach’s trusted model of 
containment and reciprocity. They also provide supportive 
guidance around baby development milestones relating to 
feeding, sleeping and crying. These courses are designed 
to: 

• Help parents understand and process their feelings 
and those of their baby 

• Focus on nurturing, sensitive, attuned 
relationships 

• Signpost practical resources 
to help navigate new 
environments and 
transitions 

• Be easily accessible focusing 
separately on experiences at 
hospital and at home 

• Be completely free online to 
access in your own time 

• Consider different family 
arrangements and offer support for all friends and 
family members hoping to support baby 
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FI Care Report & Baby Diary 
 

Family Integrated Care Report 
 
In March 2023, our electronic clinical application, Badgernet 
Neonatal, gave our unit the opportunity to generate regular 
reports for parents, pulling information from your baby’s 
record. Each report sent to you will be in a parent-friendly 
format and will come with clickable links to a glossary which 
includes glossary terms on current diagnosis, active devices, 
and current medications.  
The example below, illustrates how certain words within a 
report are highlighted in blue in your Badgernet App view. 
 

 
 
Click on the word highlighted in blue on your app and it will 
explain what this means i.e. feeding tube: This is a long soft 
plastic tube, used to feed premature or sick babies who 
cannot feed for themselves.  It is passed via the mouth or 
nose in to his/her stomach, and used to give milk and 
medicine until baby is strong enough to do so from the 
bottle.  
Reports can be sent on a daily/nurse handover basis but 
please keep in mind that you will only see the most recent 
report on your Badgernet App. Any new updated report will 
replace an older report that has been sent to you.  If you 
have any queries or questions regarding the report, please do 
not hesitate to speak to the nurse who is assigned to your 
baby 
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Baby Diary 
 
The unit are now using Baby Diary to 
produce videos, photographs and short 
diary texts that have been written from 
your baby’s perspective by their nurse.  
This is a very safe and effective way to 
deliver a timeline of your baby’s stay in 
the Neonatal Unit.  It’s also a fantastic 
way of keeping updated on your baby’s 
progress even if you haven’t been able to 
be present in the unit. 
 
 
Have you used Badger Notes or Maternity Notes on 
your mobile phone?   
 
 
 
 
 
 
 
 
 
You can add your baby’s neonatal FI Care Report and 
view Baby Diary in your existing account.  Please see the 
next page for guidance on how to set this up. 

 
 



12 | P a g e  
 

Your Neonatal Baby Care Record 
 

Get the app or visit the website 
 
 
 

 
 

 
 
Create an Account 

 
 
 
 
 
 
 
 
 
 

 
Used Badger Notes, Maternity Notes or Baby Diary in 
the past? You can add your baby’s neonatal care 
record to your existing account. 
 

 
• Log in to Badger Notes  

  using your existing password 
• Pull out the profile menu using  
• Select ‘Add a care record’ 
• Input the passphrase provided 

www.badgernotes.net 

 You will just need: 
• the passphrase given to you by 

the care team 
• your mobile phone to receive 

your verification text 
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Timeline 
 

A day by day timeline of your baby’s stay in the 
neonatal unit 

 
• View photos or videos of your baby added

  by the neonatal care team   
• View short diary entries for your baby 

  recorded by the care team  

 
 
 
 

Library 
• View leaflets containing information to 

 support you while your baby is on the 
 neonatal unit  

• Search for new medical terms you 
 might  encounter in the Glossary  

 

 
 

 

Need help? 
Visit www.badgernotes.net/help    

or ask your baby’s nurse. 
 

http://www.badgernotes.net/help
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Recording information on your Baby’s Care in the 
Neonatal Unit 

 
Badger Net Database 

 
The BadgerNet Summary system allows for the 
daily recording of events within a neonatal or 
paediatric unit, including statutory data 
collection and reporting. All national and 

international audit data sets can be made available and 
updated as needed.  
 
 
Your baby needs the expert care of the medical and nursing 
team on the neonatal unit. To help deliver the best care 
possible we record information about all the babies we look 
after. It is a web based system which records clinical 
information regarding your baby.  
 

We use the information we collect to help us: 
 

• Record accurate details about the care of sick or 
premature babies in the neonatal unit  

• Monitor neonatal care and make sure it is always up 
to date  

• Plan and develop services for you and your baby 
within your area  
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• Produce reports that highlight areas of good practice 
that we can share across the network 

 
Clinical information necessary to those staff directly involved 
in your baby’s day to day care. Clinical information required 
for all other purposes will be anonymised. 

 
The information viewed or submitted via the app/website is 
stored as part of your medical records or those of your baby. 
Pregnancy diary information and photographs are stored 
with the medical records but access is specially restricted. To 
exercise your rights under the data protection legislation, for 
example to access or obtain a copy of your information or 
request something to be corrected please contact the 
medical records team. 
 
 
If you require further information regarding the Badger 
System please ask a member of staff. 
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Discharge Planning 
 
Discharge is not an isolated event; it is a continuous 
process that begins at or soon after admission. Parents / 
carers should be partners in this process, and parental 
and infant readiness for discharge should be evaluated 
regularly throughout. Adopting this approach aims to 
ensure a safe and timely transition to home, whilst 
reducing re-admission rates. 

Ready for home  
Before your baby is discharged home they need to be 
able to:  

• Breathe without respiratory support *  
• Maintain their own temperature in a cot  
• Be breast or bottle feeding well  
• Gaining sufficient weight  

 
*Except nasal cannula oxygen  
 

Preparing for Home  
Going home can be an anxious time especially if your 
baby was premature or has been unwell. To ensure you 
are confident and prepared for going home, staff on the 
unit will provide support and guidance to ease this 
transition. We offer a detailed parental teaching plan 
and advice for post discharge such as safer sleeping. We 
would also recommend a resuscitation demonstration.  
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Transitioning Home 
 
We offer parents the opportunity to stay overnight in 
one of our parents room.  This means you can stay 
overnight with your baby to build your confidence while 
the staff are still at hand to help if necessary.  
 
All parents whose babies will be returning to a neonatal 
follow-up clinic will receive the national leaflet ‘Ready 
for Home’. This is available from the Scottish Perinatal 
Network website: perinatalnetwork.scot.  
 
• The ‘Ready for Home’ leaflet may be supported by 
further information about specific follow-up pathways 
in local areas if required.  
 
• All parents of babies not returning to clinic will be 
signposted to resources to allow them to support 
development of their baby. A selection of resources are 
available to support health care professionals and 
families. These can be found at the Scottish Perinatal 
Network website: 
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Breastfeeding 
 
 
 
 
 
 
 
 
 
In December 2021, NHS DUMFRIES and Galloway’s 
Neonatal Services were awarded Level One and Level 
Two UNICEF UK (United Nations Children’s Fund)   Baby 
Friendly Initiative Accreditation. 
 
This a massive achievement and underlines our 
commitment to supporting mothers to responsively 
feed their baby. 
 
NHS Dumfries and Galloway Infant Feeding 
Advisor/UNICEF UK Baby Friendly Initiative Co-ordinator 
for Neonatal Services Kay Black said: “We decided to 
join forces with the Baby Friendly Initiative to increase 
breastfeeding rates and to improve care for all mothers 
in the Neonatal Unit, Women and Children’s Wing, 
DGRI. 
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 Kay stated, “Breastfeeding protects babies against a 
wide range of serious illnesses including gastroenteritis 
and respiratory infections in infancy as well as 
cardiovascular disease, asthma and diabetes later in 
life”. 
 
The unit actively promote breastfeeding and value its 
importance for preterm or ill babies. Every drop of 
breast milk is valuable to your baby even if you are not 
able to exclusively breastfeed your baby. We support all 
mothers; however they choose to feed their babies. We 
want you both to enjoy a responsive, positive and 
rewarding experience whether you breastfeed or not. 
All staff on NNU are trained to UNICEF standards to 
support mothers in all aspects of expressing and 
breastfeeding.  
 
On the unit we have a milk kitchen to store your milk 
either in the fridge or freezer, but due to limited space 
we may ask you to store some milk at home. We can 
also provide a pump on a trolley, so that you can 
express next to your baby. We offer hand expressing 
packs, expressing logs and encourage skin-to-skin 
kangaroo care daily. 
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Comfort Holding  Kangaroo Care 

Feeding 

Parental Involvement in Babies Care 
 
The neonatal team are committed to family centred 
care, staff will support you to adapt to being a parent 
with a baby in NNU. We will work with you to help you 
develop confidence in providing cares and comfort for 
your baby. 
 

 
 

 
 

 
 

 
 

 
  
  
 

Bathing  
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Bliss offers a wide range of free 
services for the families of 
premature and sick babies 
including a video call support 
service. 

We understand that the experience of being on a neonatal 
unit can be incredibly overwhelming and stressful. If you are 
a parent, grandparent, relative or friend please get in touch 
with your query or concern. 

You are not alone; find out what emotional and practical 
support is available. 

Visit the website: www.bliss.org.uk 

One-to-one video calls can be arranged via the website: 

 

 

 

This service is available for anyone with a baby on the unit or 
who has recently been discharged.  This includes parents and 
other family members.  You can arrange a call any time on 
your neonatal journey, from when you first arrive on the unit 
to when you are about to leave and after you’ve gone home. 

You will receive a call from an experienced volunteer which 
can help you feel less isolated, more confident, and help you 
to understand and be more involved in your baby’s neonatal 
care. 
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Find out about the support available to parents, family 
and friends of babies born premature or sick. 

Bliss Champions - Provide a vital link between parents, 
neonatal units & Bliss services, to ensure that families can 
gain access to the information and support services that they 
provide. 

Independent Family Groups - Run by a mixture of parents 
and health professionals in the community. 

These groups can provide emotional support and information 
to families of premature or sick babies. 

Please Email for details of champions and groups within 
D&G: hello@bliss.org.uk 

 

Support for your stage of the journey (via Bliss 
Website) www.bliss.org.uk 
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Getting to know who our Staff are. . . 
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Infection Control  

Please adhere to infection control notices and 
hand washing policies. It’s okay to ask doctors and 
other healthcare professionals if they have washed 
their hands or used alcohol rub before examining 
or treating your child. 

 
• Hand washing is essential for everyone coming in to 

the unit.  Hand washing facilities are available 
adjacent to the admission desk.  We also have hand 
gels available throughout the unit. 

• Please remove any outdoor clothing (e.g. coats and 
jackets) before entering any room.  Roll up long 
sleeves above your elbow, and remove any jewellery 
on your hands and wrists, other than a plain wedding 
band, before touching the baby. 

• To reduce the risks of infection for your baby we 
would ask that anyone planning to visit who has signs 
of an    infection, such as a cold, cough or tummy 
upset or anyone who has been in contact with 
chicken pox, telephones the NNU staff for advice 
before attending.   

 
For further information please contact the Prevention 

& Control of Infection Team. Tel: 01387 241627 
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Facilities for Parents 

Wi-Fi  
There is WIFI coverage throughout the hospital. 
The network you need to request to join is 
PUBLIC 
Password is Publicaccess 
  
Please check with the NNU staff where you can use your 
mobile phone as this may interfere with machinery, 
especially in the NICU.  
 
 
You can also ask a member of staff if you are unsure about 
where you may safely use your mobile device. 
 
 
Please show some consideration to other patients when 
using your mobile device. 
 
Your cooperation in observing the above guidelines is 
appreciated. 
 
CCTV 
Closed Circuit Television is installed throughout the hospital 
site.  CCTV images are monitored and recorded for the 
purposes of crime detention and public safety 
 
Fire Precautions 
There are fire instructions displayed on all wards. Fire alarms 
are tested every TUESDAY morning. 
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Relatives Room 
 
The Relatives Room is available for you to sit and 
enjoy a hot drink or meal, watch television or just 
a quiet place to sit.  Tea and coffee making 
facilities are available for you to use.   
 
Hot drinks must not be carried along the unit for 
health and safety reasons. 
 
 

We have a microwave available for you to 
heat up your own food. You are also 
welcome to use our fridge to store 
food/drinks but please ensure you name 
and date food/drink items.  
 

 
 
We ask parents to leave the room clean and tidy. 
 
 
Within this room are books and toys for siblings 
but please do not leave children unsupervised in 
the room. Unfortunately, the size of the room 
dictates the need for it to be used by one family 
at a time.  A door sign is visible which reinforces 
this request. 
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We have two parent bedrooms with 
ensuite facilities located within the unit 
which are available for parents to be 
resident in preparation for going home. 
We also provide storage to ensure you 
have space for your personal belongings. 
The beside lockers are not secure, so any 
valuables you have in the hospital should 
be give to a member of nursing staff who 
will ensure that they are sent to the safe in 
the general office.  A receipt will be given. 

 

It is important to understand that availability of the 
bedrooms will be limited and dependent on the number of 
families preparing for discharge on the unit. 

 
We have chair beds in each baby’s room for parents to be 
resident to establish breast feeding.  Unfortunately we do 
not have ensuite facilities available within the baby’s rooms 
but we do have a separate toilet and basin within the unit. 
 

Lockers  

Please make use of the lockers which are situated at the 
main entrance.  This will allow you to safely secure your 
belongings when you are in the unit. 

The hospital will not accept responsibility for any jewellery, 
money or mobile phones not held securely and retained in 
your possession or on your baby’s locker.  
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Vending Machine 

 
 We have a vending machine on this floor, from 
which you can purchase water, fizzy juice, crisps 
and confectionery.  The vending machine accepts 
cards and cash. 
 

 
 

Cash Machine & Post Box 
 

The cash machine and post box are located 
within the main hospital in the atrium. Both are 
situated immediately to the right-hand side as 
you walk towards the Welcome Desk. 

 
 

 
Shop 

 
The League of Friends shop is situated in the 
main atrium providing a range of confectionery 
and toiletries.  
 

Opening times: Monday to Friday  10.00am - 1.00pm  
2.00pm - 4.00pm  
6.30pm - 8.00pm 

Saturday and Sunday   2.00pm - 4.00pm 
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Canteen 
DGRI Deli Bar and restaurant are located 
in the main atrium of the hospital  
Deli Bar – offering a range of hot and 
cold drinks and snacks.  
Opening times:  Monday to Friday 9am - 4pm  

Saturday & Sunday Closed 
 Main Restaurant – Hot and cold meals  
Opening times:  Monday to Friday 7.30am - 7.30pm  

Saturday & Sunday 8am - 7pm 
Breakfast:  Mon-Fri 7:30am -11:00am   

Saturday & Sunday 8:00am - 
11:00am 

Lunch:    Mon-Sun 12:00pm – 2:00pm 
Evening Meal:   Mon-Fri 4:30pm – 7:30pm  
   Saturday & Sunday 4:30pm – 7:00pm 
 

Meal Vouchers 

Parents with a baby on the unit can spend a 
lot of money on extra things which they did 
not plan for.  Meal vouchers are available 
from members of staff on request. 
 
Vouchers can be used on hot or cold meals at our restaurant.  
Please present the voucher to a member of catering staff at 
the till. 
 
Please be aware:  Confectionery, crisps and canned juices 
cannot be purchased whilst using the voucher.  These will 
have to be paid for separately. 
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Car Parking 
 
Car parking is free. The site 
has approximately 1000 
parking spaces over the two 
areas within its boundary and 
is covered by CCTV to improve 
security.  The car parks are 
known as P1 &P2 
Both car parks can fill up very quickly.  If you need to 
park closer to the Neonatal Unit, please choose the car 
park nearest the main entrance for DGRI (P1). 

Electric Car Charging 
 
There are 37 3kW Rolec posts in total split 
between 2 car parks.  
13 Posts  P1 Visitors Car Park       

A number of bays also 
double-up as Disabled 
Bays in the P1 car park. 

22 Posts   P2 Emergency Dept Car Park 
2 Posts  P2 (Parallel spaces at A&E)  
 
All posts are Plug & Charge, no card activation 
required. 
 

 



31 | P a g e  
 

Smoke Free Policy 

All NHS building and grounds in 
Dumfries & Galloway are smoke-free.  
Smoking is not permitted anywhere 
within the site boundary 

The Quit Your Way Service offers 
smokers throughout Dumfries & 

Galloway help with stopping smoking.  For more 
information please call 0845602681 or email 
dg.quityourway@nhs.scot 

Zero Tolerance 
 
NHS Scotland operates a ‘zero tolerance’ policy against 
verbal and physical assault on NHS staff. Any reports of 
verbal and/ or physical assault will be reported to 
Dumfries & Galloway Police and criminal charges will be 
pursued.  
 
All staff in the NNU should 
treat you in a professional 
manner with courtesy and 
respect and in the same way; 
we expect that you will be 
respectful to staff looking 
after your baby. 
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Patient & Carer Feedback 

We welcome patient and carer feedback and 
we would encourage you to speak to the unit 
staff throughout your stay and tell us if there is 
anything you need.  We will always try to 
accommodate your requests. 

We Welcome your Feedback 

Your feedback helps us better understand what we are 
doing well and where we can improve.  There are lots of 
ways that you can share your views with us including: 

• Speaking directly to a member of staff 
• Via the independent organisation Care Opinion 

either through their website at 
www.careopinion.co.uk , scanning the QR 

Code or by completing one of their leaflets 
(available from  the  Admission desk in the 
NNU) 

 
• Contact the Patient Experience and Safety Team 

on 01387 241690 or email 
dg.patientexperience@nhs.scot 

• Contact SCOTLAND-BSL, the on-line British Sign 
Language interpreting video relay service. 
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Complaints 

Whilst we aim to always provide a high quality of care, we 
understand that sometimes people will have cause to 
complain.  If you are unhappy with any aspect of your 
experience, we would encourage you to speak to a member 
of the team so that we can help you.  If you wish to progress 
a complaint or would more information about our 
Complaints Handling Procedure, please contact the Patient 
Experience Team on 01387 241690 or email 
dg.patientexperience@nhs.scot 

Independent Advocacy 

The Dumfries & Galloway Advocacy Service empower people 
who are involved in using or receiving services and give them 
a stronger voice to have as much control as possible over 
their own lives.  They work with Dumfries & Galloway to 
express their  client’s views to find solutions to their issues 
and help them to understand the options that are available 
to them, while protecting their rights. 

Contact: Dumfries & Galloway Advocacy Service, Office F2, 
Hestan House, Crichton Business Park, Bankend Road, 
Dumfries, DG1 4TA 

Tel:  01387 247237 (Mon-Fri  09:30-15:30) 

Email:  info@dgadvocacy.co.uk 

Fill in the contact form 
online at: 
www.dgadvocacy.co.uk 
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Support 

Dumfries & Galloway Citizens Advice Service has a Patient 
Advice and Support Service (PASS), which provides free, 
confidential and independent advice and support for patients 
of the NHS in Scotland. Should you have any concerns about 
your NHS treatment or have comments or feedback that 
could benefit others with their NHS treatment, our specialist 
PASS advisers can help.  

Our trained, specialist advisers will:  

• Help you give feedback or comments, raise concerns, 
or make complaints about the treatment you have 
received from the NHS 

• Help you write letters and make phone calls 
• Provide advice on accessing your medical and clinical 

records 
• Provide advice on accessing the treatment, care and 

support you need 

Dumfries & Galloway Citizens Advice Service: 81-85 Irish 
Street, Dumfries, DG1 2PQ 

Tel: 0300 303 4321 

Email: info@dagcas.org 

Website: www.dagcas.org   
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Financial Support 
  

The Young Patients Family Fund 

Who can claim 
If you’re a parent, primary carer or sibling 
(aged under 18) of a young inpatient under the 
age of 18 receiving hospital care, you can claim 
for the costs of travel and food. 
 
An inpatient is a patient who lives in hospital 
while having treatment. You cannot claim costs 
for outpatient visits through the scheme. 
You must normally live in Scotland. You need to make the 
claim from the Young Patients Family Fund within 3 months 
of the young inpatient being discharged from hospital. 

 Request a copy of the form from the unit. 

What you need when claiming 
:  
When filling in the claim form you'll need: 

• patient’s name and date of birth 
• names of parents, parent substitute or siblings and their 

contact details 
• name of the hospital, ward name and number 
• consultant's name 
• date of admission 
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• details of your claim 
• due date (if applicable) 
• bank details, if you want to get expenses through BACS and 

the hospital can process these transfers 
 
You also need to send evidence with your claim form. For 
example, receipts or bank statements for all public transport, 
parking and accommodation. 
You do not need to provide evidence for any claims for the 
cost of food and drink. 
The cost of any food or non-alcoholic drinks is limited at 
£8.50 per day per visitor. You cannot claim for this if you've 
already received food of food vouchers direct from the 
hospital. 
You must get the form signed by a medical professional at 
the hospital where the young patient was cared for. 

Where to claim 
After you've filled in the claim form, hand it in to the cash 
office in the main hospital (to the left-hand side of the 
entrance doors for DGRI). 
When to claim 
You can make a claim: 

• more than once throughout the young inpatient’s stay in 
hospital – for example, weekly 

• or in full for the entire stay in hospital once they have been 
discharged – this must be within 3 months 

 



37 | P a g e  
 

Child Benefits and Grants 
 

Child Benefit 

Child Benefit is a regular payment made to anyone raising a 
child. 

You may have to pay back some of your Child Benefit in tax if 
your (or your partner’s) individual income is over £50,000. 
Once you earn £60,000, you lose all of your benefit through 
tax. 

Your Child Benefit payments are likely to be affected if your 
child is in hospital for more than 12 weeks. For more 
guidance about child benefits, visit the government website. 

Child Tax Credit and Universal Credit 

You can only make a new claim for tax credits if you get 
the severe disability premium, or are entitled to it. 

Child Tax Credit is being replaced by Universal Credit, which 
is currently being rolled out. You might be able to apply for 
Universal Credit if you are unable to make a new claim for tax 
credits. 

Visit the government website for more information on Child 
Tax Credit, and whether Universal Credit has replaced it in 
your area. 
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Best Start Grant and Best Start Foods 
 

Best Start Grant and Best Start Foods are payments that help 
towards the costs of being pregnant or looking after a 
child. They’re part of the 5 family payments you may be able 
to get from Social Security Scotland, along with Scottish Child 
Payment. 

Best Start Grant is made up of 3 one-off payments: 

• Pregnancy and Baby Payment 
• Early Learning Payment 
• School Age Payment 

Best Start Foods is a prepaid card that can be used in shops 
or online to buy healthy foods like milk or fruit. 

The payments you can get now will depend on: 

• how far along in your pregnancy you are 
• how old your child is 

The amount you get on your prepaid card will change 
depending on the age of your child. The Best Start Foods 
payments are: 

• £19.80 every 4 weeks during pregnancy – the 
payment amount is per pregnancy. This means the 
payment amount is the same whether you're 
pregnant with one baby, or if you're having twins or 
triplets 
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• £39.60 every 4 weeks from your child being born up 
until they're one year old 

• £19.80 every 4 weeks when your child is between the 
ages of one and 3 years old 

 

Best Start Foods card 

Best Start Foods is a prepaid card that you can use to buy 
healthy foods for children under 3. You can use the card in 
shops and online. 

Find out more information via 
www.mygovscot/browse/benefits 

Best Start Grant and Best Start Foods are 2 separate 
payments. You apply for both Best Start Grant and Best Start 
Foods using the same form. This is to make sure you can get 
all the payments you can without having to fill in more than 
one form. You'll get separate letters to let you know whether 
you'll get each payment. 

If you can get one payment now and another in the future, 
you'll need to fill in a new form each time you apply. 

Where you can find out more about these benefits 

• Child Benefit Office helpline on 0300 200 3100 
• www.mygov.scot/best-start-grant-best-start-foods 
• Your local Citizens Advice Bureau 
• Universal Credit Helpline on 0800 328 5644 
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Religious/Spiritual Support 

 
The birth of a baby is often accompanied by elation and 
celebration, but when a birth results in admittance to our 
Neonatal Unit the typical emotions of joy and celebration 
may be somewhat tempered through fear and anxiety.  
Parents with a religious and/or spiritual view may find their 
faith is a very important aspect of coping with this 
experience.   
Many parents with a baby in hospital have spiritual needs 
and will draw upon their personal resources, as well as their 
family and healthcare chaplaincy, for spiritual support. 
However, our nurses and other health care professionals in 
the unit will identify and support parent’s spiritual distress as 
a component of providing holistic care. 
 

The Sanctuary at DGRI 
 
A beautiful, peaceful, calming space which is open 24/7 for 
anyone to use for prayer/meditation, to read, find solitude, 
peace and quiet 
 
Foot and hand washing facilities are available. 
 
It is located in the main hospital on the 
ground floor, across from the Outpatient 
bays.  Please follow the signs. 
 
Spiritual Care Support is available for all patients, carers, 
loved ones, friends, visitors and staff.  
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The spiritual team is led by our full-time Spiritual Care Lead 
and Chaplain, Nathan Mesnikoff, who works across all of NHS 
Dumfries & Galloway.  There are also trained and supervised 
volunteers who care for you and are able to support 
everyone, whatever your faith/religious beliefs/philosophy or 
if you have none.  The spiritual care offered is not necessarily 
religious but it is private and confidential. 
 
How they can support you 
 

• Be with you – If you need emotional 
support/counselling 

• Be a neutral person who can support 
and/or refer to someone else for 
other types of help 

• Listen without judging may provide 
comfort and meaning at a difficult 
time 

 
With your consent or at your request they can 
offer to: 
 

• Talk to staff/loved ones/friends on your behalf or to 
offer practical support. 

• Pray with you. Offer communion at the beside or in 
the sanctuary if you choose. 

• Arrange for a minister/pastor/priest of faith 
representative to visit you 

 
Please ask a member of staff to get in touch the spiritual 
care team if you wish to receive their support.  The Chaplain 
works Mon to Fri, 9am to 5pm.  There is no on call service. 
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Time to Talk 
 
Parents often describe being in the Neonatal Unit as being on 
an ‘emotional rollercoaster’. Some emotions can feel 
overwhelming, foreign or confusing.  These feelings are 
natural reactions to a distressing situation. 
Common Emotional Reactions: 

• Helplessness or uncertainty 
• Overwhelmed 
• Shock or numbness 
• Guilt or a sense of responsibility 
• Stressed or angry 
• Tearful or low in mood 
• Panicked, fearful or worried 

 
Emotional support is available from a wide range of people 
during your time on the unit including the Neonatal Nurses 
caring for your baby. 

What is Time to Talk? 
 
A welcoming space to listen to you about your experience on 
the Neonatal Unit with a psychologist.  Psychologists can help 
families make sense of how they think and feel, and find a 
way through.   

When and where is Time to Talk Available? 
 
Every Thursday afternoon from 2:30pm to 4:00pm in the 
Relatives Room on the Unit.  
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It can be moved to your room or another private space if 
required. 
No appointment is necessary.  Just drop by and say hello! 

How Can It Help? 
 

• Express and explore thoughts and emotions in a 
supportive place 

• Find helpful ways to cope 
• Explore ways to support yourself, other family 

members, or children at home. 
• Think through decisions that need to be made. 
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Useful Telephone Numbers and Websites 
  
Neonatal Unit Direct telephone Line (01387) 241 234 
NHS Dumfries & Galloway Website:   
https://www.nhsdg.co.uk/ 
Facebook:  

• Dumfries Neonatal 
Support Group (Join 
Private Group)  

• NHS Dumfries & Galloway 
Breastfeeding Information (Public Group)) 

• NHS D&G Breastfeeding Support Group (Join 
Private Group) 

• Dumfries & Galloway Twins & Multiples Support 
Group (Public Group) 

• Bump, Baby & Beyond Breastfeeding Support   

BLISS www.bliss.org.uk  
Helpline: 0808 801 0322  
UNICEF UK Baby Friendly Initiative 
www.babyfriendly.org.uk  
National Breastfeeding Helpline 0300 100 0212 
Lullaby Trust  
www.lullabytrust.org.uk 
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Bookbug's Songs and Rhymes app is one more way to fit 
songs and rhymes into your day. 

 

Download the free Bookbug app to share children's songs, 
nursery rhymes and videos for singing, dancing, and playing 
with babies, toddlers, pre-schoolers and all the family. 

Look up the words to sing-along or make up your own 
rhymes to our instrumental versions! Songs and nursery 
rhymes are great for supporting children's learning and 
encouraging creativity, and the Bookbug app can help 
support you as you play and sing together. 

Explore the app with your little one and save your favourite 
content to create your own personalised playlist. Find new 
songs and rhymes using our search function and filter videos 
by theme, language or song type. Cosy up and listen to a 
good story with our lovely book-sharing videos. 

 
 

https://apps.apple.com/gb/app/bookbugs-songs-and-rhymes/id1446281296
https://play.google.com/store/search?q=bookbug&c=apps&hl=en_GB
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Please do not remove 
this information folder 
from your baby’s room. 

 
Please leave it for the 
next family who might 

just need it too. 
 

Thank you  
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