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COUNCIL OF GOVERNORS
4th September 2019

TITLE Patient Experience Group Report

EXECUTIVE
SUMMARY

The minutes of the meeting of the Patient Experience Group held on
1st July 2019 are attached.

Matters discussed in the meeting on 1st July included:

 Quality Report – Patient Experience
 Feedback from Patient Panel meeting
 Feedback from Group members on recent visits and

meetings
 Feedback from members to Governors relating to Patient

Experience

The Group also visited the IT Department.

The Council is asked
to:

Note the minutes of the meeting of the Patient Experience Group
held on 1st July 2019

Submitted by:
Keith Bradley, Chair of the Patient Experience Group and Public
Governor for Woking and Guildford

Date: September 2019

Decision: For Noting
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Council of Governors

Minutes of the Patient Experience Group
1st July 2019

Room 1, Postgraduate Education Centre, St Peter’s Hospital
14:00 – 16:10 hours

Minute Action

PEG-19/19 Welcome

Keith Bradley welcomed Sarah Howard, Patient Experience Co-ordinator, to the
meeting in Helen Collins’ absence. Helen was the newly appointed Head of
Patient Experience and Involvement Manager.

PEG-20/19 Minutes of the Previous Meeting

The minutes of the meeting held on 8th April 2019 were agreed as a correct
record.

The updated Action Log was noted.

PEG-21/19 Matters Arising

Outpatient Transformation Programme
Danny Sparkes advised she was still waiting to hear further about the work on
rewording outpatient letters. The Membership and Engagement Manager
agreed to speak with Sue Wales to get an update.

AS

PRESENT: Keith Bradley (Chair) Public Governor, Woking and Guildford
Brian Catt Public Governor, Spelthorne
Godfrey Freemantle Public Governor, Hounslow, Kingston upon Thames and

Richmond upon Thames
Chris Howorth Appointed Governor, Royal Holloway University of London
Judith Moore Public Governor, Woking and Guildford
Danny Sparkes Public Governor, Runnymede, Surrey Heath, Windsor and

Maidenhead
Bertie Swan Public Governor, Elmbridge

IN
ATTENDANCE:

Erica Heppleston Associate Director of Quality
Sarah Howard Patient Experience Co-ordinator
Anu Sehdev Membership and Engagement Manager

APOLOGIES: Maureen Attewell Appointed Governor, Spelthorne Borough Council
Maurice Cohen Public Governor, Woking and Guildford
Sue Harris Staff Governor, Nursing and Midwifery
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Quality Report – Patient Experience
It was understood that Simon Bhadye was a member of the Drugs and
Therapeutics Committee and Lilly Evans was a member of the Medicines
Governance Committee. It was agreed to invite Simon and Lilly to the next
Patient Experience Group meeting so they could provide an update. If this was
not possible a written report would be requested.

AS

REGULAR ITEMS

PEG-22/19 Quality Report – Patient Experience

Keith Bradley welcomed the Associate Director of Quality to the meeting and
highlighted how useful Mark Hinchcliffe, Programme Office Manager’s
presentation had been at the recent Quality Account Assurance Group meeting.

The Associate Director of Quality advised that the Quality Report, section 3.2
provided a more detailed update on Stroke. The recent audit data confirmed the
Trust was now reporting a “B” rating for the Sentinel Stroke National Audit
Programme (SSNAP) for Stroke Performance, although it was at the lower end
of the B rating. The processes of care provided to stroke patients, as well
evidence based standards, were used to benchmark this data.

The Associate Director of Quality advised that the report provided details on
areas of focus and interventions in place. Areas of particular focus were:

 Admission to the stroke unit within 4 hours
 Thrombolysis within one hour
 Speech and language therapy
 Timely combined therapy rehabilitation provision

Overall outcomes in the pathway would be greatly improved with additional
specialist consultant resource over the weekend as currently seven day service
provision was not yet in place across the pathway. However, recruitment had
not been successful.

Key issues were:

 Ring fenced beds being taken up due to capacity issues
 Swallowing screenings not being undertaken within four hours (refresher

training was being provided for nurses in the HASU by Speech and
Language therapists)

 Three patients with delayed thrombolysis (two were clinically unavoidable
and the third was due to a delay in translation in order to gain informed
consent).

Keith understood that patients were taken direct to the HASU by ambulances.
The Associate Director of Quality advised that this was correct but occasionally
patients were seen in the Emergency Department when diagnosis was not yet
determined or a patient experienced a stroke on a ward. The Associate Director
of Quality advised that the Team was diligent about making the pathway work.
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Bertie Swan expressed her concern about the lack of specialist support over the
weekend and the Associate Director of Quality advised that a Seven Day Board
Assurance Framework paper had been produced for Trust Board which
highlighted the variance over the week in all specialties. It highlighted that some
areas were not as robust as was needed over the 7 days. The Trust was
working towards providing 7 day assurance and rotas were filled with substantive
staff or a mix of agency and substantive. Unexpectedly, some areas had
achieved better results over the weekend. The Associate Director of Quality
advised she would be happy to bring this paper back to the Group at the next
meeting under a dedicated agenda item.

Judith Moore queried whether patients were taken elsewhere when the Trust
was full to capacity. The Associate Director of Quality advised that a divert was
rarely requested since other trusts would also be under pressure.

The Associate Director of Quality highlighted that the Trust was performing well
and several programmes outlined actions to further improve services. In
response to Brian Catt the Associate Director of Quality advised she was
pleased with progress.

The Associate Director of Quality advised there was a new priority for improving
infection prevention and this was to reduce surgical site infection (SSI).
Currently there was no process for continuous SSI surveillance. A dedicated
nurse post had been established as well as a registrar level clinical lead who
would be dedicating one day a week to improvement work. Clinical leads had
also been identified in each of the surgical specialties. Datix, clinical coding and
electronic discharge summaries were used to report the incidents.

Brian queried whether the Trust was aware of how many patients had died from
sepsis and it was advised that this was a separate piece of work. Sepsis was
reported as Serious Incidents Requiring Improvement (SIRIs). Mortality reviews
further screened deaths and spot checks were undertaken to complete a
judgement review. It was highlighted that figures were very low for avoidable
harms.

The Associate Director of Quality turned to End of Life care and advised that a
steering group had been tasked to ensure patients received individualised
shared care at the right time and place, as well as meeting national guidance
standards. A Bereavement Pathway sub-group had been set up in early 2019 to
review the current pathway and experience for families. In May 2019 the group
completed a set of findings, recommendations and determine the next steps for
making improvements. In response to Brian it was advised that the medical
examiner role was a statutory requirement and relatively new and how it would
be rolled out was still being determined.

Keith highlighted the recent End of Life members’ event which had been
extremely informative. Danny and Bertie had attended the mortality and
bereavement groups and it was advised that a Learning from Death session was
taking place on 24th July from 12-1.30pm which everyone could attend.

Godfrey Freemantle highlighted there was no mention of unstageable pressure
ulcers graded between 3 and 4. The Associate Director of Quality advised that

EH
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she would need to speak with the Tissue Viability Nurse to seek clarification.

The Associate Director of Quality referred to Patient Experience and referenced
the new initiatives highlighted in the report. Keith mentioned receiving an
agenda for the next Evidence Based Co-Design workshop meeting and Danny
and Bertie advised they were unable to make the next meeting. Brian advised
that he would very much like to attend and it was agreed to obtain an agenda for
him and let the Head of Patient Experience and Involvement know that Brian
would be attending.

The Group then discussed and obtained further input on the Serious Incidents
Requiring Investigation (SIRIs). Chris Howorth queried whether SIRIs were
regarding as being unique and should never happen again. The Associate
Director of Quality advised that themes were triangulated and learning shared
with staff with the aim of preventing similar incidents happening again. It was
confirmed that the Trust Board received monthly and annual reports which were
further discussed at the Quality of Care Committee. In response to Brian it was
advised that four of the non-executive directors were members of the Quality of
Care Committee and that Hilary McCallion, Non-Executive Director, chaired the
committee. The reports were scrutinised at length by the non-executive directors
during the meeting.

EH

AS

PEG-23/19 Feedback from Patient Panel meeting

Danny Sparkes, Chair of Patient Panel, advised that Christine Armitage,
Associate Director of Operational Improvement and Julie Morland, Outpatients
General Manager, had attended the meeting and talked about GIRFT (Getting it
Right First Time), as well as arts and music and how it assisted a patient’s
recovery.

Brian Catt advised how Sunbury Health Centre had been transformed after it had
been repainted using the services of a local artist and how it was a much nicer
environment.

FEEDBACK

PEG-24/19 Feedback from Group members on recent visits and meetings

Keith Bradley highlighted two recent members’ events – one on Dementia and
the other on End of Life. Both were very well attended and feedback had been
very positive. Danny Sparkes, Bertie Swan, Godfrey Freemantle and Keith
Bradley had attended the recent Healthcare play which had been excellent and
acted as an adjunct to the Schwartz Round meetings. The next Healthcare play
was entitled “Fighting for Life” taking place on Monday 8th July at midday in the
PGEC at St Peter’s Hospital.

Danny Sparkes, Chris Marks, Lilly Evans and Keith Bradley had met with Nicola
Neve from Well North Enterprises and if Group members wanted to learn more
about Well North, Keith encouraged them to visit their website:
https://wellnorthenterprises.co.uk/ The Membership and Engagement Manager
advised that Nicola would be attending the Annual Members’ Meeting on 16th

July.
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Keith advised that he and three other Governors had attended the recent Quality
Account Assurance Group meeting which Godfrey Freemantle remarked had
been the most informative so far.

Brian Catt advised that he had spoken to an audience of 200 at the recent
Shepperton Residents meeting and how attendees had become interested when
he had mentioned that Governors were able to park for free at the Trust. Brian
advised that the Membership and Engagement Manager would be sharing the
article he had written for the Sunbury/Shepperton Village Matters with
Governors. Keith advised that he had also supplied the election advert and
magazine article to Woking Churches and something had also appeared in the
Woking Matters publication. The Membership and Engagement Manager
advised how both of these initiatives had had a very positive effect with
interested candidates calling the office and other becoming members on-line
whilst indicating an interest in the elections.

Judith Moore advised that she had attended the Organ Donation Committee
meeting on 15th May and how further successes had been reported. Judith
advised that the law had been passed which presumed everyone was a donor
unless they chose to opt out. The law would come into being in July 2020 and
publicity on this would follow. The Trust would be implementing lift door publicity
in the form of lift wraps. There would also be a stand during Organ Donation
week in early September and a stand during the Community Day on 6th July.
Judith was pleased to advise that the Trust had successfully moved to level 2.

Bertie advised that she had attended the Diagnostics, Therapies and Trauma
and Orthopaedics meeting and she had been astonished to learn that the Trust
performed around 80 CT scans every day. Bertie further advised that the Pain
Clinic would be moving to Woking although a location had not yet been
confirmed.

Danny advised she had spoken to a mothers’ union and her Soroptimist Group
about the Governor role and although many lived in the Runnymede area; a
constituency which was not up for election this year; they were very interested in
the changes planned for car parking at the Trust. Brian advised he had spoken
with Andrew Grimes and Chris Bell who had advised that the same number of
car parking spaces would be provided in the new build.

AS

PEG-25/19 Feedback from members to Governors relating to Patient Experience

Keith Bradley reiterated the two compliments he had mentioned at Council of
Governors and also mentioned he had received a further compliment on the
stroke service.

PEG-26/19 Any Other Business

Bertie Swan advised that she had placed a Council of Governor election poster
and membership forms in Weybridge Synagogue.
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PEG-27/19 Tour of IT Department

Morné Beck, Head of IT, welcomed the Group. He advised that there was an IT
Programme Office which worked through business cases for new software and
analysed the data impact. The market was then gleaned for resources and,
once acquired; the software or hardware was installed and implemented. Once
implemented the systems were handed over to the information asset owner or
the person requesting the new system (typically the sponsor or budget holder)
and the dedicated system administrator in the department. Support was
provided by the IT Department who assisted with any changes to the software or
problems with it. The wider Team included IT, Medical Records and Coding and
there were around 30 staff in the IT Department alone.

Morné highlighted that cost was highly weighted at the procurement stage,
although the importance of finding a supplier that met demands was paramount.
Chris Howorth queried where the total cost of procurement was found and Morné
advised it was from capital funding over three years. Chris queried whether the
team was able to prioritise and it was advised that demand was the priority and
that new requests often did not follow the correct processes which included the
procurement and programme teams from the start when engaging with suppliers.

Morné considered cyber security was crucial and the Team attempted to ensure
criteria set by the Digital Board were met.

Chris queried whether suppliers integrated their software with existing software
and it was advised that some did but that the majority of new systems could
interface using the Trust’s interface engine. The provision of training was
considered very important but not always adequately funded for in all
applications. Morné further advised that the Trust had a minimum technical
specification document for new systems.

Group members queried whether there were issues with recruitment. Morné
advised that the department could definitely do with more staff as there was only
one IT Manager (covering infrastructure, cyber security and IT operations), one
network specialist engineer and one server specialist engineer. There was no
cyber security team and all staff attempted to assist with cyber security when
time permitted and whilst working on projects, daily requests and issues. Pay
was an issue and it was difficult to secure highly skilled personnel because of
this. Several systems needed to be replaced but finding the time to do this was
extremely difficult. Upgrading to Office 365 was another large piece of work yet
to be undertaken. Brian understood that the demands were increasing and gave
examples of door access, single sign in technology, portable patient records,
devices and licences.

When asked why Ashford and St Peter’s was different to other trusts in the area
it was advised that Ashford and St Peter’s remained debt free and continued to
put patients first which Morné completely understood. But he considered there
was a need for a strong infrastructure and a high level of cyber security.

In response to whether Ashford and St Peter’s had a voice in the Surrey
Heartlands’ initiative, Morné understood that Laura Ellis-Philip, Associate
Director of Informatics, chaired the IT group which met once every three months.
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The Group thanked Morné for his time and for explaining the many roles of the IT
Department.

PEG-28/19 Further Meetings for 2019

Monday 9th September, Executive Purple Room, St Peter’s Hospital *
Monday 18th November, Executive Purple Room, St Peter’s Hospital *

*please note change of venue



Meeting
Date

Minute
Ref

Topic Action Lead Due Date Update Completed

1 July
2019

PEG-
21/19

Matters Arising –
Outpatient
Transformation
Programme

Ask the Associate Director for
Transformation Projects when the project
would be beginning

AS ASAP Sue Wales advised she has
moved to another job in the
Trust and that Katherine Potts,
Dep Assoc Dir of Ops for Med
and Emerg Servs, and Julie
Morland, OPD Gen Manager
would be able to advise
further. Julie has confirmed
this work had already been
undertaken.



1 July
2019

PEG-
21/19

Matters Arising –
Quality Report –
Patient
Experience

Invite Simon Bhadye and Lilly Evans to
the next PEG meeting to update on
Pharmacy

AS ASAP Both invited and agreed to
attend.



1 July
2019

PEG-
22/19

Quality Report –
Patient
Experience

Bring the Seven Day Board Assurance
Framework paper to next meeting under
a dedicated agenda item

EH PEG 9
Sept
2019



1 July
2019

PEG-
22/19

Quality Report –
Patient
Experience

Speak to Tissue Viability Nurse to seek
clarification

EH PEG 9
Sept
2019

1 July
2019

PEG-
22/19

Quality Report –
Patient
Experience

Obtain an agenda for the next Evidence
Based Co-Design workshop meeting and
let the Helen Collins know that Brian Catt
will be attending

AS ASAP Complete 

1 July
2019

PEG-
24/19

Feedback from
Group members
on recent visits
and meetings

Share Brian Catt’s article he wrote for
Sunbury/Shepperton Village Matters with
all Governor

AS ASAP Complete – sent 2 July 


