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TRUST LAUNCHES 
PATIENT COMMENTS CARD 

Following a successful pilot we are launching a new Pa-
tient Comments card on all adult inpatient ward areas 
from Monday 5th November.   The new card seeks the 
views of patients or their carers on a range of issues in-
cluding satisfaction with doctors and nurses, explanations 
about tests and treatment, and whether services were pro-
vided in privacy.   Other areas covered are cleanliness 
and food. 

Announcing introduction of the 
Patient Comments card 
Michaela Morris, Director of 
Nursing and Operations says: “By introducing this Pa-
tient Comments card we are trying to make a direct 
link between comments made by patients or their car-
ers and improvements on Wards. Each Ward area will 
report back on the comments they have received and 
the action they have taken.   It is important to us that 
we respond to the views of people who use our ser-
vices and we want to ensure that the views of patients 
have a direct impact on the service used.” 
Each Ward area will enter the results of the cards onto 
a database with the aim of getting a minimum number 
of cards completed each month.   The data will be re-

viewed on a regular basis at Ward meetings and by the Trust’s Matrons on a 
monthly basis.   It will also be reviewed by the Trust’s ‘Patients First Steering 
Group’ on which members of the Trust’s ‘Patient Panel’ are represented. 
Patient Panel Chairman, Dr Maurice Cohen applauds the development and 
comments: “We welcome this development both as members of the Trust’s Pa-
tient’s Panel and as users of the Trust’s services.   I would encourage all staff to 
support patients to complete a Patient Comments card when they are ready to 
leave hospital.  Only by getting honest and constructive feedback can we im-
prove services for the local population.” 
The introduction of the Patient Comments card does not replace the Patient Ad-
vice and Liaison Service, or  the Comments and Suggestions, Patient Advice 
and Liaison, and Complaints leaflets which will remain widely available across 
both hospitals. 

The Patient Comments cards 
are being introduced into the 
following adult inpatient Ward 
areas: 

Ashford Hospital 
Chaucer Ward 
Dickens Ward 
Wordsworth Ward 
St.  Peter’s Hospital 
Aspen Ward 
Birch Ward 
Cedar Ward 
Coronary Care Unit 
Elm Ward 
Falcon Ward 
High Dependency Units 
Holly Ward 
Intensive Care 
Juniper Ward 
Kestrel Ward 
Kingfisher Ward 
Maple Ward 
May Ward 

Full details and guidelines are 
available on TrustNet. 

Michaela Morris 

IMPORTANT INFORMATION ABOUT ACTIVITY OVER CHRISTMAS AND NEW YEAR 
Achievement of the 18 weeks target means that there can be no let up in activity over Christmas and New Year.  Thus 
there will be no closures of theatres or outpatients, etc., over this period apart from bank holidays, although even 
then emergency lists will of course run.   A slow down in activity over the festive period will simply make life more 
difficult and challenging for us all in 2008.   In the unlikely case where it is necessary to change normal activity pat-
terns over Christmas approval should be sought from Michaela Morris, Director of Nursing and Operations or Joanne 
Edwards, Deputy Director of Operations. Watch out for announcements about the Christmas Door competition soon! 
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“Do it when you get it, don’t put it away” 
Your chance to have your say.  We need to hear your views about your job and your working environment. 
We are taking part in the fifth National NHS Staff Survey organised by the Healthcare Commission.  All staff* employed by 
Ashford and St. Peter’s Hospitals have been sent at their workplace address a survey questionnaire to fill in. 
The survey asks for your views about your job and working for this trust. The overall aim is to gather information that will help 
us to improve the working lives of staff and so provide better care for patients.   We 
are keen that as many of you as possible take the 20 – 30 minutes to complete the 
survey and return it so that we get a really good picture of what staff at the Trust 
are thinking at the moment. 
As a Trust we will be able to use the data collected from the 2007 survey, compare 
it with previous surveys and make recommendations for key areas in which im-
provements are needed for staff.    The Healthcare Commission will be using the 
survey findings in their reviews of the NHS to assess the effectiveness of national 
workforce policies on for example, training, flexible working policies, safety at work, 
and to inform future developments in these areas.  
The survey contains questions about your job, your work with colleagues, the lead-
ership and supervision you receive, health and safety, and your views on the trust 
where you work. 
Questionnaires will be returned to an external survey contractor who administers 
the survey so no one from this trust will able to see individual responses. The sur-
vey findings will be reported in a summary report, in which individuals cannot be 
identified.  Our local results will be available in early 2008 and results of the Na-
tional NHS Staff Survey will be made public in March 2008. 
For advice and support about the survey you can access FAQs on TrustNet or 
please visit the Advice Centre web site at www.nhsstaffsurveys.com or contact 
Petra Cunningham or Sarah Mackenzie in HR.   Please encourage your colleagues 

I’ve completed mine …...have you 
completed yours? 

John Turner 

On 18th October the Healthcare Commission published it’s annual assessment of the health service.  Last year, in the first as-
sessment of its kind, the Commission gave Ashford and St. Peter’s a rating of ‘good’ for the quality of our services and ‘weak’ 
for our use of resources.   In 2007 our rating is ‘fair’ for the quality of services and ‘weak’ again for use of resources.   The table 
shows how we compare with our neighbouring Trusts. 

The quality of services rating is disappointing bearing in mind the 
immense effort we have all put in over the last year and, indeed 
since 2001 when we were zero rated under the previous star rat-
ing system. In most areas for the 2007 rating we achieved the na-
tional standards and we fully met the core standards. In four areas 
we improved our services. These improvements include action 
taken to reduce hospital acquired infection (MRSA) and treating all 
cancer cases within 2 months of referral from their GP. The 2007 
Healthcheck also reflects that our patients report that their experi-
ence of our services has improved.   There is nothing we can do 

about the use of resources rating because in 2005/06 we had a financial deficit. We need three clear years before the rating 
will change which means managing our finances this year.  
I and the other Executive Directors recognise that the last couple of years in particular have not been easy with the reconfigu-
ration of services between the two sites; the uncertainty created by the ‘Fit for the Future’ programme and the ‘turnaround’ pro-
gramme last year. But we have implemented and handled these challenges successfully and that is the approach that we must 
take to this challenge. In the coming weeks we will be putting together a team to look at the 2007 
Healthcheck rating in more detail, analyse where we need to focus our efforts and develop an ac-
tion plan which will deliver an improved result for 2008. With just five months of the 2007/08 finan-
cial and performance reporting year to go it is important that we do this work now to ensure that 
the Healthcheck report for 2008 is a more accurate reflection of the services which we offer for our 
patients.  

Thank you for your continued 
hard work on behalf of our 
patients. 
 
 

Paul Bentley 
Acting Chief Executive 

2006/07 HEALTHCHECK RESULTS 

Hospital Trust Finances Service Quality 

Ashford & St. Peter’s Weak Fair 

Frimley Park Excellent Excellent 

Royal Surrey County Fair Fair 

Surrey & Sussex Weak Weak 

West Middlesex Weak Fair 

You can find out more about the annual Healthcheck assess-
ment and how Ashford and St. Peter’s performed by looking 
under ‘Annual Healthcheck’ on TrustNet.   Our press state-
ment is available under News and Communication on our 
website and you can view the full Healthcare Commission 
report for us and other healthcare  organisations at 
www.healthcarecommission.org.uk.  


