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access 
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PLEASE DETAIL BELOW THE OTHER SUB-COMMITTEE(S), MEETINGS THIS PAPER HAS BEEN 
SUBMITTED 

None. 

STRATEGIC OBJECTIVE(S):  

Quality Of Care  To achieve the highest possible quality of care through learning from the 
experiences of patient families. 

People  Listening to friends and relatives, valuing their contribution to our learning 
culture. 

Modern Healthcare  To use these experiences to allow us to continue to deliver efficient and 
effective care. 

Digital  Understanding how new technology can enhance care pathways. 

Collaborate  Understanding how working with patients can improve a patient journey. 

EXECUTIVE SUMMARY  

 This story was selected as it allows the Trust Board to hear feedback of an 86 
year old lady who experienced a premature discharge from St Peter’s Hospital, 
a readmission and then excellent care from Chaucer Ward. It highlights the 
reasons for delay in discharge from this ward, and the importance of working 
with different agencies in a seamless fashion to impact on speed and quality of 
discharge. 

RECOMMENDATION:  To Note 

SPECIFIC ISSUES CHECKLIST:  

Quality and safety  The story supports delivery of quality care. 

Patient impact The premature discharge home caused the patient much distress, and required 
a re-admission. The delay in provision of equipment resulted in the patient 
experiencing a delayed discharge. 

Employee None identified 

Other stakeholder Yes, the supplier of Care Packages and specially designed chairs 

Equality & diversity None identified 

Finance No implications 

Legal No implications 

Link to Board Assurance 
Framework Principle 

N/a 
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1. Patient Story Background 
 
Wendy Sturgess is an 86 year old lady who was a teacher, mainly teaching English as a 
foreign language. She is mentally active and still teaches Italian at home. She also holds 
a poetry group for the U3A, which is a group that gets older people together. 
 
She has Scoliosis and a left foot drop condition. These factors increase her risk of falls, 
and following a fall in her kitchen in April 2019, she was admitted initially to St. Peter’s 
Hospital where she was an inpatient for two weeks and discharged home with a package 
of care. Regrettably she and those who first delivered her care package, felt she was 
discharged prematurely. She described her experience: ‘I sat for 6 hours, unable to get 
to a tap, the fridge or the toilet. No food and had no breakfast’. 

Consequently she was readmitted to St Peter’s Hospital on the 3rd May 2019.  Due to 
bed pressures she was transferred to Chaucer Ward in Ashford Hospital and remained 
there until the 4th June 2019. 

On the 8th June 2019 she contacted the Chief Nurse about her experiences. She stated 
in her 86 years of life, she had many hospital experiences and with regard to Chaucer 
Ward she stated, ‘I can honestly say that this has been the best experience of all’.   
 
She recounted many aspects that led to her positive summation including:  

 The patience & helpfulness of nurses (including agency) and care 
assistants, however unpleasant the task was.  

 Staff managing brief chats with patients and this was as therapeutic as the 
medical care.  

 The ward manager making sure that each day’s main staff were led round the 
wards, both morning and evening, at the start of shifts, in order to indicate the 
situation & needs of each patient.  

 The ward manager was busy but not too rushed to be able to deal with individual 
problems.  

 The meals were enjoyable and varied and the people serving drinks and meals 
were careful to attend to people’s individual requirements.  

 The beds were changed daily and we were offered regular showers.   
 
The areas she identified for improvement included:  

 Premature discharge from St Peter’s Hospital after the first fall.  
 A lack of awareness of what the care package involved when discharged from St 

Peter’s Hospital (so an inability to plan).  
 A delayed care package. 
 A 5 a.m. start to the day on Chaucer Ward for that first blood pressure check. 



 

 An unnecessary stay in Ashford hospital (at least two weeks) due to waiting for a 
specific chair to be delivered and could not be delivered to her home due to the 
supplier refusing to use her ‘keylock’ system. 

 The inappropriateness of the chair when it was delivered to the home 
 
 
 


