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In March we awarded the first of the 
CW+ PROUD Awards, kindly sponsored 

by our hospital charity CW+. Winners 
are chosen by the clinical and corporate 
divisions each month to recognise an 
individual or a team which has exceeded 
expectations and gone the extra mile 
in carrying out their work for patients. 

At the end of each year a panel will 
select the best winners from the year. 
These winners will form a shortlist for 
the annual Staff Awards, also sponsored 
by CW+. Congratulations to our first 
round of winners!

How to nominate
If you would like to nominate a team or 
individual, choose at least two of the 
criteria below to say how they have gone 
the extra mile.

Whether you are a patient or a member 
of staff you can make a nomination 
online—for further information and 
the nomination form, see our website 
at www.chelwest.nhs.uk/values.

Criteria
• Living the PROUD values

• Providing excellent, safe, caring 
services to patients

• A great piece of work which exceeds 
expectations

• An outstanding contribution to the 
implementation of a new service 
or the redesign and delivery of an 
existing service

• Innovation—an idea or change of 
practice that improved the quality 
of our service 

• Delivery of outstanding results in 
challenging circumstances

• Cost reduction or income generation 
over and above expected levels

What is PROUD?
PROUD is a mnemonic of our Trust 
values:

• Putting patients first

• Responsive to, and supportive of, 
patients and staff

• Open, welcoming and honest

• Unfailingly kind, treating everyone 
with respect, compassion and dignity

• Determined to develop our skills and 
continuously improve the quality of care

Get social
What are you waiting for? We 

encourage staff, patients, their 
families and friends to tell us on social 
media why we should be proud to 
care—just tag us in your post using the 
hashtag #PROUDtoCare.

Like and follow us on Facebook:

• www.fb.com/chelwest
• www.fb.com/westmidhospital

Follow us on Twitter:

• www.twitter.com/chelwestft
• www.twitter.com/westmidhospital

Share your photos with us on Instagram 
by including @chelwestft in your post.

Or why not nominate an individual or 
team for a CW+ PROUD Award? Visit 
www.chelwest.nhs.uk/values.

CW+ PROUD Award winners

Assisted Conception Unit (ACU)
Dr Simon Barton (Associate Medical Director) presents Sarah Campbell (Staff 
Nurse) with a PROUD Award for the ACU to recognise their efforts to continue to 
provide excellent patient care during an exceptionally busy month.

ENT and Audiology team
Hospital Director Tina Benson (left) presents members of the team with a PROUD 
Award in recognition of their professional, proactive approach during an IT upgrade, 
working evenings and weekends to provide a first rate service to their patients.

Lauren Healy (Medical Workforce Coordinator)
Keith Loveridge (Director of HR and OD) presents Lauren with a PROUD Award for 
her contribution to the new model of operation in the Medical Workforce team in 
order to support the delivery of high quality care to patients.

Rainsford Mowlem Ward
Divisional Director of Nursing Lizzie Wallman (2nd right) presents members of 
the team with a PROUD Award for striving to deliver the best care they can for 
patients with a positive, optimistic and resilient attitude.



Lesley’s view by Lesley Watts, Chief Executive

What our patients say

Council leader visits West Mid

Ellie Faith 
@Ellesw1

Fantastic care @WestMidHospital 

Day surgery unit today. Cannot 

fault them so lucky with our #NHS

10:04pm • 27 Mar 2017

Nicholas Dunn-McAfee @NicholasHDM

Thanks to doctors/nurses/&c. at @WestMidHospital Marble Hill for looking after my dad for since the end of February. Good people, hard job.
5:31pm • 27 Mar 2017

Simon Whitlock 
@SNWhitlock

Thanks to all the nurses, doctors 

and surgeons @ChelwestFT. 

Appendix out, feet now up. First 

class service #NHS
2:35pm • 3 Apr 2017

Lalit Mohan Joshi 
@Lalitmohanjoshi

@WestMidHospital my gratitude to Dr. Bobby Mann his team of docs & nurses, Osterley 2, who cared for me with compassion. Feeling great again
10:13am • 19 Mar 2017

Over the past few years, unlike 
many other trusts , we have 

made significant investment in our 
buildings, making the environment 
in which patients are treated, one of 
the best in the country. The A&Es at 
West Middlesex and Chelsea and our 
early pregnancy assessment unit and 
emergency gynaecology have been 
transformed. We have built a new 
cardiac catheter lab at West Middlesex, 
meaning patients can get fantastic 
treatment close to their home—and we 
opened 10 Hammersmith Broadway to 
provide sexual health and contraception 
treatment and care.

We know that a modern environment 
is safer, helps patients have a better 
experience and recover more quickly. 
It’s also better for the health and safety 
of our staff, who appreciate being able 
to provide a high-quality service. But 
these improvements also help us make 
efficiencies. Our charity, CW+, has 
used art and design enhancements to 
transform the environment in the new 
Emergency Department at Chelsea. The 
Digital Zoo in the children’s treatment 
rooms interest and distract children 
while being assessed and treated. Staff 
have reported a significant reduction in 
the time taken to complete procedures 
and in patients’ anxiety and perceived 
pain.

So I am delighted that CW+ and the 
Trust are working together to raise 
the funds for new adult and children’s 
intensive care units on the Chelsea 
site. This will be our biggest new build 
since the opening of the hospitals 
and will mean that we can care for an 
extra 700 adults and children a year 
in really world class facilities. The 
technology and equipment will be the 
most modern available. We will create 
a patient-focused environment which 
will transform our care and patient 

experience, and also provide more 
room and facilities for families and loved 
ones.

If you would like to know more about our 
values, our fundraising, about critical 
care, or in fact anything about the Trust, 
come along to one of our Open Days: 
on 20 May on the Chelsea site and 16 
September on the West Middlesex site.

News in brief
Plan your journey—London 
gas mains replacement 
on Fulham Road
From May to September National Grid 
will be replacing gas mains from Gunter 
Grove, along Fulham Road past Chelsea 
and Westminster Hospital, to the junc-
tion with Beaufort Street. The westbound 
lane of Fulham Road between Beaufort 
Street and Gunter Grove wil be closed.

This will cause significant disruption in 
the area so please allow more time for 
your journey—whether you are a patient, 
staff member or visitor. Keep up to date 
at www.tfl.gov.uk, www.nationalgrid.com 
and www.chelwest.nhs.uk.

Tell us about your care—
national maternity survey
From April to August the Trust is sur-
veying women who have recently given 
birth to ask about their experiences of 
antenatal care, childbirth and postnatal 
care as part of a national programme 
to improve quality of care and women’s 
experiences. Taking part is voluntary and 
all answers are confidential.

If you are selected to take part, your 
contact details will be used by research-
ers to carry out the survey. If you do not 
wish to take part or have any questions 
about the survey, please contact Sian 
Nelson (Head of Patient Experience) 
at sian.nelson@chelwest.nhs.uk or by 
calling 020 3315 8548.

Trust recognised as 
an Apprenticeship 
Training Provider
We are delighted to announce that we 
have been accepted onto the Register of 
Apprenticeship Training Providers. The 
Trust is now able to deliver apprentice-
ship training to our own apprentices. 
These will be new Healthcare Support 
Workers achieving Level 2 Clinical 
Support Apprenticeship standard.

We have recently recruited eight ap-
prentices onto the Healthcare Assistant 
(HCA) Pool who will also be studying the 
Level 3 Health and Social Care Dementia 
Pathway Diploma with West Thames 
College. We welcomed them at the 
beginning of April.

New Caldicott Guardian
Professor Simon Barton has been 
appointed as the Trust ’s Caldicott 
Guardian. 

The Caldicott Guardian is responsible for 
safeguarding personal and identifiable 
information of both patients and staff 
at the Trust. His approval for all informa-
tion sharing is necessary in conjunction 
with the Senior Information Responsible 
Officer (SIRO).

International Day of the 
Midwife and International 
Day of the Nurse
International Day of the Midwife is on 5 
May, and International Day of the Nurse 
is on 12 May. These two dates allow us 
to celebrate the hard work and com-
mitment of our nursing and midwifery 
teams. Information about our combined 
celebration of these days on 12 May will 
be publicised in the coming weeks.
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Westminster incident
As the tragic events on 22 March 
unfolded in Westminster, the Trust 
quietly cared for more patients than any 
other hospital. I would like to publicly 
record my, and the Board’s, thanks to 
everyone in the Trust for their concerted 
and committed response. This effort 
was personally recognised by many of 
our colleagues and stakeholders across 
the NHS and public sector, the Secretary 
of State, and by the Prime Minister who 
made a private visit to meet staff and 
patients. Reflecting on the events, it 
shows how essential it is to develop our 
new critical care facilities.

London Borough of Hounslow Cllr Steve 
Curran visited West Mid Hospital this 

month to meet with health and social 
care staff and hear about how these 
teams work together to ensure that 
patients leave hospital in a timely way 
when they are clinically ready to go home.

Hospital staff showcased Red to Green, 
an approach that has been developed 
nationally in order to identify and tackle 
any delays which lead to a patient being 
in hospital for longer than they should be. 

Experience from other trusts that have 
used this tool has shown that it can 
improve patient care by tackling delays 
and also help staff caring for patients by 
solving the problems that they know lead 
to unnecessary delays.

Cllr Steve Curran (left) with health and social care staff at West Mid



Lucy Snider
Sexual Health Adviser

A day
in the life Susan Moore Cardiac Catheter Lab Manager

Why did you choose to 
work at the Trust?

Chelsea and Westminster has one of the biggest 
HIV and Sexual Health services in the UK. We’re 
at the forefront of a lot of important research 
and developments in the field, including the 
recent exciting results about PrEP [pre-exposure 
prophylaxis to help prevent transmission of HIV] 
and the reduction in new HIV diagnoses, plus we 
see a huge range of patients with diverse needs. 
As a Sexual Health Adviser, I couldn’t think of a 
more interesting place to work!

How do you relax?

I work full-time and I’m doing my Masters, so 
I don’t! But when I can, I love watching a good 
movie or boxset.

If you could have chosen a different 
career what would you have done?

I’d love to be more creative, so possibly 
something artistic.

Where did you go on your last holiday?

Sri Lanka—it was amazing, we saw leopards 
on safari.

Which talent do you wish you had?

I wish I could sing—I’m completely tone deaf!

What motto do you live by?

Be nice, laugh, remember to breathe, eat the 
cookie.

Susan Moore manages the Cardiac 
Catheter Lab at West Middlesex 

University Hospital. She has been 
nursing for 25 years in a variety of 
specialities, the last 15 years in a cardiac 
catheter lab setting. Susan trained in 
New Zealand and practiced nursing 
there before moving to the UK. Prior 
to joining the Trust last October she was 
the Cardiac Catheter Lab Manager at 
Ealing Hospital for nine and a half years.

8:15am
I usually arrive at work by 8.15am and 
go around saying good morning to all 
my staff and ensuring that the patients 
being admitted today have arrived 
and that there are no issues with any 
of them. I review the day’s procedure 
list for the Cath Lab and check to see 
if any inpatient procedures have been 
requested. Previously any inpatients 
would have needed to be transferred to 
another specialist hospital for diagnosis 
or treatment but we are now able to do 
much of this ourselves, which gives a 
much better patient experience.

8:45am
Once the consultant cardiologist for the 
day arrives there is a team briefing in the 
Cath Lab control room. This involves all 
of the team who have been allocated 
to work in the Cath Lab that day. We 
discuss the patients who are on the 
day’s list, their planned procedures 
and any likely issues. I make sure they 
are aware of any inpatient requests 
and allocate them to the list on our 
electronic booking system once the 
consultant agrees to the procedure.

9am
I return to my off ice to check my 
calendar for any meetings today—I 
have one meeting later with Lead 
Nurse Dharmen Govinden regarding my 
nursing revalidation. I then check all the 
emails that have come in since I went 
home on Tuesday as I was at University 
yesterday—I am currently studying a 
specialist course in cardiac care at Bucks 
New University. I review and authorise 
several orders that have been raised 
by the senior staff in the Cath Lab and 
answer a number of other emails.

10am

I make arrangements for radiography 
cover to provide further expertise to 
our service.

11am

I review the staf f roster for the 
department with my senior sister and 
respond to annual leave requests—
ensuring that we have adequate cover 
for both the Cath Lab Day Ward and 
the Lab itself.

11:30am

I review the waiting list for the Cath Lab 
and follow up on inpatient requests left 
on the waiting list with the consultant 
and registrar on the Coronary Care Unit. 
I deal with several queries from the Cath 
Lab Administrator on patient bookings 
and list requirements.

12 noon

I complete and send off to human 
resources forms for several of my staff 
who have recently been successful in 
obtaining permanent positions in the 
department after initially being on 
secondment from the coronary care 
unit. I then catch up with Head Cardiac 
Physiologist Marilyn Stanton regarding 
physiologist cover for the coming 
month. We are actively recruiting for a 
permanent cardiac physiologist.

12:30pm

I head down to the restaurant to take 
a lunch break.

1pm

I meet with Dharmen Govinden and 
complete my reflective discussion 
and confirmation for my Nursing and 
Midwifery Council Revalidation. Since 
April 2016, all nurses and midwives in 
the UK now have to complete a new 
Revalidation process every three years 
to maintain their registration with the 
Nursing and Midwifery Council (NMC) 
and therefore be allowed to continue 
working as a nurse or midwife.

1:30pm
I spend the next couple of hours 
going through the waiting list for DC 
Cardioversion (a procedure to convert 
an abnormal heart rhythm to a normal 
heart rhythm) and reviewing all the 
patients. This was previously done by 
the staff in our Coronary Care Unit but 
due to increased demand for inpatient 
beds this is now a service the Cardiac 
Cath Lab will be providing. This involves 
getting the medical records for the 
patients, reviewing the information 
(such as medicine the patient is taking 
and investigations they’ve had) and 
assessing if the patients are ready to 
be booked for their procedures.

3:30pm
I check the scheduling for the 
coming weeks to ensure it 
is efficient and that if any 
patients have cancelled 
their procedures, other 
pat ient s have been 
booked in their place. 
I need to ensure we 
are using all available 
capacity as effectively 
as possible so we can 
treat the maximum 
number of patients.

This is why it is important patients let us 
know if, for any reason, they are unable 
to make their appointment so that we 
can offer it to someone else.

4pm
I review and investigate two incidents 
that have been reported, record my 
findings and assess the best way of 
preventing recurrence in the future so 
that we can learn from these cases and 
provide even better care.

4:45pm
I am about to go home for the day when 
Rob Hodgkiss, the Chief Operating 
Off icer, appears. One of our Non-

Executive Directors would like to 
know more about our work in 

the Cath Lab so I show him 
around and we discuss the 

number of procedures 
we have done since the 
Cath Lab opened.

5pm
I head home to my 
partner and four-
year-old daughter.
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Chelsea and Westminster Hospital’s 
trauma service has become the 

first in the south of England to receive 
international accreditation from the 
prestigious AO Foundation following a 
rigorous six-month assessment.

The AO Foundation is a medical- and 
research-guided organisation led by 
an international group of surgeons 
specialising in the treatment of trauma 
and disorders of the musculoskeletal 
system.

Mr Simon Thompson (Consultant Knee 
and Trauma Surgeon) said: “As a teach-
ing hospital we embrace a culture of 
continuous improvement in order to 
provide a gold standard trauma service.

“I’m delighted that the clinical outcomes 
from our centre are comparable to the 

most renowned trauma centres in the 
UK and beyond and we look forward to 
using this accreditation to further drive 
advances in the care and experience 
that we provide to our patients. It is 
a tremendous result for trauma and 
orthopaedics at Chelsea to receive such 
an accolade.”

This accreditation means our trauma 
service is ranked favourably among 
trauma centres of excellence interna-
tionally, allowing our clinicians to engage 
with colleagues from around the world 
to further drive improvements.

As an AO-accredited facility, the team 
will now be able to run international 
courses at Chelsea and Westminster, 
bringing fellow world class trauma 
surgeons to our doorstep to further 
benefit our patients.

We are delighted to showcase recent 
national and international awards 

given to some of our staff and teams 
which acknowledge outstanding care 
and experience they deliver to their 
patients.

Congratulations to Consultant Intensivist 
Dr Michelle Hayes who received a 
Royal College of Anaesthetists 25th 
Anniversary Trainer Award.

Assistant Director of Nursing Barry 
Quinn won the Cancer Pain Award at 
the prestigious International Journal 
of Palliative Nursing (IJPN) Awards 2017.

For the second year running 56 Dean 
Street has won the award for ‘Best 
Sexual Health Organisation, Charity or 
Clinic’ at Boyz magazine’s Boyz Awards. 
In addition Leigh Chislett (Clinic Manager 
at 56 Dean Street) won a personal 

outstanding contribution award for 
his services to people with HIV. Leigh 
has worked in HIV and Sexual Health 
for many years and is passionate 
about providing excellent patient 
care—this personal award is credit to 
his longstanding leadership and his 
commitment.

Our award-winning staff

Over the next two years we will be 
moving to a new electronic patient 

record system to help us deliver even 
better patient care. Giving clinicians 
access to information about our 
patients electronically wherever they 
are in our hospitals is an essential part 
of delivering safe patient care. In looking 
for a new system to meet the needs of 
our patients and our staff we found the 
answer almost on our doorstep.

Our neighbours at Imperial College 
Healthcare have been using the 
electronic patient record system 
provided by a company called Cerner 
for several years. So when Cerner came 
out top in our selection process, we 
started to consider if we could share 
the same system.

The two trusts have seven hospitals all 
within 10 miles of each other, with many 
clinicians working across these hospitals 

and providing care to many of the same 
patients. 

A shared system will hold information 
about a patient’s clinical care at both 
trusts so that doctors, nurses, thera-
pists and other health professionals 
are able to access relevant information 
about treatment irrespective of where 
it was given. 

This will improve coordination of patient 
care and make it more efficient by 
reducing the number of tests that are 
repeated—saving money and reducing 
inconvenience for patients, as well as 
reducing unnecessary exposure to 
X-rays, for example.

Our clinical and administrative staff 
are already getting involved to take the 
opportunity to influence the design of 
the system that they will all be using in 
two years’ time.

Quicker, safer and effective 
care through shared electronic 
patient records

Trauma service receives international accreditation

Mr Simon Thompson (right) with Mr Andrew Sankey 
(Clinical Director Trauma and Orthopaedics)New pathology service 

launches across North 
West London
April saw the launch of an innova-

tive pathology partnership across 
North West London. This is a major 
milestone, bringing together the skills 
and expertise of pathology staff to 
build a modern, integrated service that 
will drive innovation and enhance the 
quality of services for clinicians and 
patients across North West London 
and beyond.

The partnership includes Chelsea and 
Westminster Hospital NHS Foundation 
Trust, Imperial College Healthcare NHS 
Trust and The Hillingdon Hospitals 
NHS Foundation Trust and allows the 
pathology service to better manage 
demand, standardise operations, 
improve value for money and make use 
of new technologies.

It also provides a great opportunity 
to drive research in all aspects of 
pathology, as well as supporting training 
for medical and scientific staff.

NWL Pathology is based on a ‘hub-
and-spoke’ structure—the majority 

of routine, specialist and non-urgent 
activity is centred at the Charing Cross 
Hospital ‘hub’.

Urgent tests required for immediate 
patient management and treatment will 
be performed in 24/7 essential service 
laboratory ‘spokes’ based on-site at the 
other hospitals in the group.

Deputy Medical Director Dr Roger 
Chinn said: “A huge amount of work 
has already been done by many, many 
people to lay the foundations and get 
us to ‘go live’ date but this is just the 
first step.

“The next twelve months will be a time 
of massive change but the objective 
of a strong, sustainable, locally-based 
NHS service is well worth the effort and 
something that all three trusts want to 
achieve.”

What is pathology?

Pathology literally means the study of 
suffering and is the field of medicine 
which studies the origin, nature and 
course of diseases.

Welcoming HIV services 
in Essex to the Trust
This month has seen experts providing 

HIV services in Essex join the Chelsea 
and Westminster team to provide first 
rate care to patients. We would like 
to warmly welcome Dr Gail Crowe, 
Theresa Burke (HIV Nurse Specialist), 
and Kelly McAulay. The team will be 
based in Bishop’s Stortford as we look 
for a new premises in Harlow. The 
Trust provides the largest integrated 
HIV outpatient, inpatient and day care 
service in Europe. We offer a full range 
of specialist sexual health and HIV 
services and encourage excellence in 
research and teaching.

The Trust has significantly invested 
in sexual health services, which 
are provided in bespoke service 

locations including the most recently 
redeveloped service, 10 Hammersmith 
Broadway, which opened to patients in 
a state of the art facility in April 2016. 
All patients accessing HIV our services 
in Essex will now have access to the 
full range of specialist outpatient and 
inpatient care as part of the Chelsea 
and Westminster HIV service.

James Beckett (Divisional Director of 
Operations for Women’s, Paediatrics, 
HIV, Sexual Health, Dermatology and 
Private Patients) said: “We are delighted 
to be able to welcome our colleagues in 
Sutton and Essex as valued members 
of our experienced clinical team 
who will work together to advance 
improvements in care for our patients.”

Leigh Chislett (left) receives his 
award (credit: Chris Jepson/Boyz)

 ?
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Chelsea and Westminster Hospital is 
gearing up to welcome visitors to its 

11th annual Open Day. This year we will 
be showcasing our values and our plans 
to redevelop our Neonatal Intensive 
Care Unit (NICU) and adult Intensive 
Care Unit (ICU).

Chief Executive Lesley Watts said: “This 
is set to be a very special Open Day for 
us as our teams will be showcasing their 
work and how proud they are to be able 
to care for patients while in hospital.

“We will be sharing our plans to 
redevelop our critical care services for 
children and adults. This essential work 
will allow us to treat 700 more critically 
ill adults and babies every year.

“At last year’s Open Days we recruited 
30 new nurses to join our team. This 

year we will continue to actively recruit 
staff to clinical and non-clinical roles, 
as well as volunteers, at these events 
so if you’re keen to join one of the best 
performing and forward thinking trusts 
in London then please come along on 
the day.”

If you are thinking of working for the 
NHS, if you are concerned about your 
health, if you want to know how we care 
for over 600,000 patients a year, or just 
want to entertain the kids, then this is 
a must see event. Last year over 1,700 
people came along and we’re hoping 
even more people come to what is a 
great day out.

The West Middlesex University Hospital 
Open Day will take place on Saturday 16 
September—make a note in your diary!

The Trust has launched a new version 
of our easy-read Patient Passport to 

support people who need additional 
help when they come into hospital.

It provides immediate and important 
information for clinical and administra-
tive staff, which will help people with 
learning disabilities going into hospital 
to have a positive experience during 
their time with us. 

The passport is available from the 
PALS offices at both hospitals or can 
be downloaded at from our website at 
www.chelwest.nhs.uk/patientpassport.

Staff should check that a patient with 
learning disabilities has a passport with 
them when they come in to hospital. 

If not, please ask their accompanying 
carer or relative if they know where it is 
kept. Patients without a passport should 
be supported by staff to complete one.

The passport belongs to, and is kept by, 
the patient but it can be photocopied 
(or scanned) and placed in his or her 
medical record. 

If they are an inpatient, the passports 
should be kept at the patient’s bedside 
and the contents shared with relevant 
staff at shift handovers.

If you would like some support or 
help with the Patient Passport, please 
contact Kathryn Mangold (Lead Nurse 
for Learning Disability and Transition) 
at kathryn.mangold@chelwest.nhs.uk.

A Facebook post by the mother of one 
of our young patients captured our 

hearts this Valentine’s Day. The team on 
Jupiter Ward went above and beyond 
to carry out a special Valentine’s Day 
surprise for Louis.

Dr Christos Kotoulas (Senior Children’s 
Registrar) told us about how the ‘in 
hospital/night out’ came about: “On the 
ward round in the morning when I saw 
Louis, I knew that we would not be able 
to discharge him. His mum said that he 
would be devastated as he had already 
arranged a Valentine’s date.

“Remembering that innocent feeling of 
love, that we tend to forget as we get 

older, I asked his mum if she would 
like to call his girlfriend’s mother and 
ask if she could drop by for a date. Her 
mother agreed and the team set to 
work trying to create an unforgettable 
date for Louis.

“I think we did well and the whole team 
pulled together to get things organised, 
giving us a boost and, making it a truly 
memorable experience for all of us.”

Mum Helen had this message for us: 
“Just to say a massive thank you from us. 
It’s never fun having to stay in hospital 
when your little one is ill but the staff 
went out of their way to make Louis 
happy and that means the world to us.”

Chelsea and Westminster Open Day—20 May

New patient passport 
launched

Louis’ Valentine story

Things that are really important to me

Things you must know about me

Religion

Allergies

Current medication

Medical conditions

Medical interventions

Behaviour that may be challenging

Eating and drinking issues (risk of choking, dysphagia, swallowing, etc)

Name

How I communicate and how you can help me to consent

Date of birth

Names and roles (family, carers, etc) Telephone

GP

Telephone

People who need to be contacted

History

Things I like

Things I don’t like

Completed by
Date

Things I like and dislike

Levels of support (taking medication, moving around, etc)

How you know I am in pain

How I keep safe

Personal care (dressing, washing, using the toilet, etc)

How I eat and drink

How to communicate with me
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Medical conditions:  

  
 
 
 
 
 

 
 
Medical Interventions: 

 
   
 
 
 
 
 

 
 
Behaviours that might challenge: 

 
 
 
 
 
 
 

 
 
 

 
Eating and drinking issues: 
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How to communicate with me  

 
 
 
 
 
 
  

How I eat and drink 

 

  
Personal care (dressing, washing, using the toilet)  

  
 
 How I keep safe 
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Ealing
62 Green Lane

London
W7 2PP

T: 020 8566 2360

Out-of-hours: 020 8748 8588

Hammersmith and Fulham

Parkview Centre for  

Health and Wellbeing

Cranston Court

56 Bloemfontein Road

London
W12 7FG

T: 020 8383 6464

Out-of-hours: 020 8748 8588

Hounslow
Hounslow Civic Centre

Lampton Road

Hounslow
TW3 4DN

T: 020 8583 3529

Out-of-hours: 020 8487 5315

Kensington and Chelsea

1–9 St Marks Road

Ladbroke Grove

London
W11 1RG

T: 020 7313 6880

Out-of-hours: 020 7313 6820

Richmond
2nd Floor, Civic Centre

44 York Street

Twickenham

TW1 3BZ

T: 020 8487 5340

Wandsworth

Wandsworth Town Hall

Education & Social Services 

Department, 7th Floor

London
SW18 2PU

T: 020 8871 8398

Out-of-hours: 020 8871 6000

Westminster

2nd Floor
215 Lisson Grove

London
NW8 8LW

T: 020 7641 7411

Out-of-hours: 020 7641 6000

Community learning disability teams

The community learning disability teams provide support and specialist advice to people 

with learning disabilities and their families or carers.

The teams are also the main gateway for community care assessments and social care 

services for people with a learning disability, including day opportunities, housing and 

support, and respite for carers.

Learning disability partnership contact numbers

369 Fulham Road
London

SW10 9NH

T: 020 3315 8000

W: www.chelwest.nhs.uk

January 2017

My patient passport

Supporting people who need additional 

help when coming into hospital

If I have to go to hospital, this book needs to go with me.

It gives hospital staff important information about me.

Please place this on the end of my bed and put a copy in my notes.

This passport belongs to me. Please return it when I am discharged.

My name is

Allergies
Write down your allergies, such as antibiotics, nuts, latex

Medical conditions

List your medical conditions, such as diabetes, epilepsy, breathing problems

Medical interventions

Write down how staff should approach you when taking blood, and giving injections or medications

Behaviour
Write down any challenging behaviour that could be a risk to yourself or to others

Eating and drinking

Write down if you have difficulty swallowing, and also any guidelines from your  Speech and 

Language Therapist

Things I don’t like and might upset me

Describe things that distress you, such as noisy wards, people staring at you, not preparing you for 

procedures (injections, operations etc) 

Things I like and things that calm me down

Describe things that calm you down, such as listening to your favourite music, watching television, 

using a smartphone, tablet or laptop, reading books, using pictures to explain what will happen 

during your stay

Communication

Write down if you need glasses or hearing devices and let us know how you express yourself and 

how you understand what you are being told, for example verbal/non-verbal, Makaton sign user, 

using pictures or objects, what your body language and physical behaviours mean

Eating and drinking

Write down any special diet or equipment that you need and let us know if you are independent or 

require extra support or close supervision, have a feeding regime or NJ/NG tube

Personal care

Tell us if you need support such as assistance with toileting, bathing or dressing

Keeping safe

Write down if you need any special measures to maintain your safety, such as bed rails or if you have 

behaviour support needs (including types of supervision)

How to complete your patient passport
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Launch of quality programme to drive 
improvements for patients

Trust to accelerate use 
of technology as a 
global digital exemplar

Turning smartphones into 
portable heart monitors

Calling GPs to join our 
team at Chelsea and 
Westminster Hospital

The Care Quality Programme has been 
established to continually improve 

quality of care for our patients.In 
the last issue of Going Beyond we 
brought you news of some of the 
recent improvements to our buildings 
and environment such as the A&E 
redevelopments on both our main 
hospital sites. But there have been 
improvements behind the scenes 
which have an even greater effect on 
the quality of patient care.

Our new easy-read Patient Passport 
will support patients who have learning 
difficulties (and their carers) and provide 
a more positive experience for them 
when they come for treatment (see p5 
to read more).

New ‘virtual ’ fracture clinics mean 
patients don’t need to attend hospital 
unnecessarily. Specialist consultants 
are able to screen referrals and review 
X-rays to decide whether a patient 
requires a hospital appointment in the 
fracture clinic, can be safely discharged, 
or if they need a telephone assessment 
to decide if a follow-up is required. 
All patients are telephoned with the 

outcome and a letter sent to both the 
patient and their GP.

Our new surgical assessment units 
at each hospital are another example 
of how we are improving patient 
satisfaction. After an initial assessment 
by a triage nurse in A&E, the Urgent 
Care Centre or at their GP practice, 
patients requiring an emergency 
surgical opinion are referred to the 
Surgical Assessment Unit. A senior 
surgeon carries out an assessment, 
and a decision is made on the most 
appropriate way to treat the patient—
either by admitting them immediately 
for surgery or booking them in for a 
future appointment.

At West Middlesex the Cardiac Catheter 
Lab—which opened in September 
last year—is now able to provide an 
extensive range of diagnostic and 
interventional procedures such as 
angiograms, fitting pacemakers, carrying 
out angioplasties, and implanting loop 
recorders to record heart activity and 
identify irregular heart rhythm. On p3 
you can read A Day in the Life of Cardiac 
Catheter Lab Manager Susan Moore.

We also make use of the latest tech-
nology and innovation to improve our 
services. West Middlesex was one of 
the first to trial a new technology which 
wirelessly monitors a patient’s vital signs. 
This provides medical professionals 
with realtime information about the 
patient’s heart rate, respiration rate and 
temperature so they can respond much 
more quickly to any significant changes.

Our successful application with Imperial 
College Healthcare to become a global 
digital exemplar will help us to acceler-
ate our use of technology in healthcare.

Want to be part of 
the programme?
We are looking for staff to work with 
us to improve quality for our patients. 
If you would like to join our reference 
group or would like more information, 
please email cqp@chelwest.nhs.uk.

There will be lots of opportunities to get 
involved to make a difference. Please 
tell us what is going on in your area and 
help us celebrate the improvements 
you’ve made!

Chelsea and Westminster Hospital 
NHS Foundation Trust has been 

selected by NHS England as a global 
digital exemplar to accelerate our use 
of digital technology for healthcare, and 
develop approaches that can be shared 
with other hospitals.

Our joint application with Imperial 
College Healthcare put the shared 
electronic patient record system at 
the heart of our plan for global digital 
excellence across the two trusts.

Our bid also included commitments 
to suppor t integrated care and 
patient engagement, development of 
healthcare apps which will securely 
connect to the patient record, and 

technology to support population 
health.

NHS England said the 16 successful 
applications represented the most 
advanced IT hospitals in the NHS. Our 
task is not only to become great, but to 
work with other acute trusts to develop 
a blueprint that can be deployed to 
other hospitals, reducing the time and 
cost for further adoption.

Chief Information Officer Kevin Jarrold 
said: “This award is recognition of 
the huge commitment across our 
organisations to ensure our patients 
get the same, potentially huge, benefits 
from advances in digital technology 
that we’ve seen in other sectors.”

An innovative screening project 
developed at the West Middlesex 

has improved the detection of abnormal 
heartbeats by turning smartphones 
into heart monitors via a secure app. 
Atrial fibrillation (AF) is a heart condition 
that causes an irregular and often 
abnormally fast heart rate. 

GP practices throughout Hounslow can 
now perform instant tests on the spot. 
Over the last six months 3,000 people 
in Hounslow have received screening 
for AF. 

If a second opinion of a test is required, 
a digital file can be sent through the 
app to West Middlesex cardiologists 
for review. An response is generated by 
the cardiologist usually within minutes. 

Consultant Cardiologist Sadia Khan 
said: “Nearly 200 patients have been 
diagnosed with AF which more than likely 
would have gone undetected before. 

“Should action be required, we can now 
quickly and efficiently put care plans 
in place.”

The Emergenc y Depar tment at 
Chelsea and Westminster Hospital, 

which has an integrated Urgent Care 
Centre, is looking for GPs to form part 
of its skilled and multidisciplinary team.

Chelsea and Westminster Hospital has 
recently redeveloped its Emergency 
Department at a cost of £12 million 
with state-of-the-art facilities and 
imaging equipment. Approximately 
120,000 patients are seen in our 
Emergency Department every year.

GP and Consultant Dr Paramjeet 
(Parmy) Deol, who works in the depart-
ment, said: “This really is a fantastic 
opportunity for GPs to be part of our 
dynamic team. There are so many op-
portunities for learning in the diverse 
population that we see.

“These innovative posts will build even 
closer ties within the frontline staff 
in providing high quality care to our 
patients.”

A short video featuring Dr Parmy Deol 
and colleague Dr Wassim Taktouk has 
been produced to showcase the role 
of a GP in our multidisciplinary emer-
gency team, as well as our bespoke, 
expanded clinical environment that 
enables our staff to provide timely 
care to patients in an emergency. See 
www.chelwest.nhs.uk/gpucc.

It ’s not just GPs we’re tr y ing to 
recruit—we have a range of clinical 
and non-clinical roles that we want 
to fill with the best that the NHS has 
to offer. Find out more about having 
a long and fulfilling career with us at 
www.chelwest.nhs.uk/recruitment.

The busy Surgical Assessment Unit at West Middlesex
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The Trust Board has agreed the 
organisation’s priorities for the next 

twelve months.

Trust Chairman Sir Thomas Hughes-
Hallett said: “Our priorities, which 
were developed with our staff and 
stakeholders, provide the organisation 
with a clear framework to deliver 
excellent care and experience to 
patients. This is only achievable if we 
have the right staff in place who feel 
valued and who choose to develop their 
careers with us. 

“By continuously prioritising our pa-
tients and our staff I believe that we 
will be in a great position to deliver a 
range of quality improvements over 
the coming year.”

Our priorities
1. Deliver high-quality patient-
centred care

Patients, their friends, family and carers 
will be treated with unfailing kindness 
and respect by every member of staff 

in every department and their experi-
ence and quality of care will be second 
to none.

How will we know we’ve achieved this 
priority?

• We will consistently have more than 
30% of our patients completing the 
Friends and Family Test with over 
90% of those providing feedback 
saying they would recommend our 
services

• We will continue to have some of the 
lowest mortality rates in the NHS

• We will be the best performing 
London Trust for A&E, cancer and 
Referral to Treatment standards

2. Be the employer of choice

We will provide every member of staff 
with the support, information, facilities 
and environment they need to develop 
in their roles and careers, and we will 
recruit and retain people we need to 
deliver high-quality services to our 
patients and other service users.

How will we know we’ve achieved this 
priority?

• We will have more than 90% of our 
permanent jobs filled by permanent 
staff

• We will have less than 13% of our 
staff leaving each year

• We will achieve an above average 
score for staff engagement in the 
national Staff Survey

3. Deliver better care at lower cost
We will look to continuously improve 
the quali t y of care and patient 
experience through the most efficient 
use of our resources (financial and 
human, including staf f, partners, 
stakeholders, volunteers and friends).

How will we know we’ve achieved this 
priority?

• We will deliver our financial plan in full

• We will be in the top 10% of NHS 
trusts for financial efficiency based 
on national best practice

Find out 
more 
about 
your 
hospital
Upcoming public 
meetings

Why not come along to our Trust 
Board meetings or Council of 

Governor meetings which are held in 
public.

The Board of Directors is responsible 
for setting the strategic direction of the 
Trust and overseeing organisational 
performance.

Ultimately, the Board is accountable 
for ensuring that the Trust delivers 
safe, high-quality care and a positive 
experience for patients.

The involvement of our Council of 
Governors helps to shape the services 
we provide and reflects the needs and 
priorities of our patients, staff and local 
communities. Governors are key players 
in deciding the future direction of the 
hospital.

Working like councillors in local 
authorities, governors act as the eyes 
and ears of local people, making sure 
that their voice is heard when important 
decisions about healthcare provision 
are being made.

Trust Board meetings
• 6 Jul, 11am–12:30pm 

Boardroom, Lower Ground Floor 
Chelsea and Westminster Hospital 
369 Fulham Road 
SW10 9NH

• 7 Sep, 11am–12:30pm 
Meeting Room A 
West Middlesex University Hospital 
Twickenham Road 
Isleworth 
Middlesex 
TW7 6AF

• 2 Nov, 11am–12:30pm 
Boardroom, Lower Ground Floor 
Chelsea and Westminster Hospital 
369 Fulham Road 
SW10 9NH

Council of Governors 
meetings
• 18 May, 4–6pm 

Boardroom, Lower Ground Floor 
Chelsea and Westminster Hospital 
369 Fulham Road 
SW10 9NH

• 27 Jul, 3–5pm 
Meeting Room A 
West Middlesex University Hospital 
Twickenham Road 
Isleworth 
Middlesex 
TW7 6AF

Our priorities to improve care 
and experience for patients

Investing in our leaders
As part of our drive to improve 

quality, more than 100 staff have 
attended leadership development 
courses to help them increase 
their sk il ls to drive change and 
transformation that will help us provide 
better care to our patients.

We provide two dedicated leadership 
programmes—the emerging leaders 
prog ramme for  those  new to 
leadership responsibilities and the 
established leaders programme for 
those that already head up a service 
or department. Staff from all locations 
and disciplines are eligible to apply and 
those selected are chosen through an 
application and interview process.

Christine Catlin (Assistant Director 
of Learning and Organisat ional 
Development) said: “Leadership 
comes at many levels and the two 
programmes are a way of tapping into 
that leadership to develop leaders 
of the future as well as established 
leaders.

“The programmes focus on innovation 
and transformation—absolutely vital 
to the NHS at this time—and it has 
been really exciting to see staff develop 
and drive through new ideas to benefit 
patients as a result of the projects 
they’ve carried out as part of these 
programmes.

“As well as this we hope that by 
developing our staff it helps them to 
choose to have a long term career with 
us as a key member of our team.”

Some examples of projects being 
implemented through our leadership 
programmes include:

• A project to reframe public percep-
tion about when to go to an Urgent 
Care Centre

• A proposal to develop a dedicated 
inpatient HIV neurology service

• A quality project to improve postnatal 
care for mothers

• The development of web-based 
educational resources for clinicians 
in the management of perinatal and 
neonatal conditions

Clinical educator Jane Farrelly, who is 
participating in the emerging leaders 
programme, said: “I have been at the 
Trust for nearly five years and in this 
time my roles have varied from the 
clinical environment to the education 
setting, with each of these settings 
presenting unique challenges around 
management and leadership. 

“It has empowered me not only to 
identify issues or inefficiencies, but to 
consider how issues can be resolved 

and processes improved. The pro-
gramme offers you the opportunity to 
meet with and learn from colleagues 
and speakers that you may not meet 
otherwise. I would highly recommend it.”

Consultant physician Carmen Martin-
Marero, who is participating in the 
established leaders programme, said: 

“The programme has helped me to 
improve my understanding of the 
NHS landscape and how we develop 
our services aligned with our overall 
strategy. I also have developed my skills 
in influencing others within and outside 
the Trust to maximise the care of older 
people with frailty conditions which is 
my passion.”

Do you want to develop your lead-
ership skills to improve the care 
delivered to our patients? Please email 
harpreet.gill@chelwest.nhs.uk to 
express your interest.

Chief Executive Lesley Watts (centre) with a cohort of staff 
who have completed the emerging leaders programme
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Overseas recruitment By Vanessa Sloane (Director of Nursing)

There are more than 20,000 nurse 
vacancies in the NHS and, of these, 

approximately 14,000 are in London.

There are a variety of reasons for this—
more nurses are taking early retirement, 
and uncertainties such as the impact of 
Brexit on our many overseas staff and  
what the future looks like in terms of 
our student nurses now that they will 
no longer have bursaries to assist them 
in their studies. However, in the midst 
of this uncertainty we are actively and 
creatively recruiting!

Earlier this year a team of us went to 
India (Mumbai and Kerala) to interview 
nurses for our organisation. Before we 
went we filmed some short videos from 
some of our Indian staff to share their 
experiences of working in the UK.

We have offered posts to 62 nurses 
to work in a variety of areas including 
medical, surgical, NICU (neonatal 
intensive care unit) and children’s 
services. These nurses have a minimum 
of one year’s experience, though most 
had more than this—the majority have 
a BSc degree with some having achieved 
a masters. 

All came across as very caring—we had 
some great discussions about values, 
end-of-life care and recreation!

So what happens now? The process 
which overseas nurses now have to go 
through to become a registered nurse 
in the UK is as follows:

• In their home country each nurse 
must sit the International English 
Language Test System (IELTS) exam. 
There are four sections—reading, 
writing, listening and speaking.

• The candidates must score a 
minimum of seven out of ten in each 
section. The exams are taken at exam 
centres in their area. Many nurses we 
met had given up work to focus on 
their IELTS training.

• Once the IELTS exam is passed they 
then have to complete a computer-
based training (CBT) exam—again, in 
a dedicated centre.

• Once the CBT exam is passed 
they can apply to the Nursing and 
Midwifery Council (NMC) and they 
are ready to come to the UK.

• On arrival in the UK we will provide 
them with training to prepare the 
nurses for the objective structured 
clinical examination (OSCE) which is 
required by the NMC. 

• If the nurse passes the OSCE they 
can apply and are entered onto the 
nursing register. If they do not pass 
the OSCE they can retake the exam 
again after a month.

• The nurse’s initial visa is for eight 
months—they must pass the OSCE 
to join the nursing register within this 
period or they will have to return to 
their home country.

So while we look forward to them 
coming, many will not be starting work 
here for another 9–12 months.

We also have a team going to the 
Philippines in May and again in October. 
Excitingly we are taking some of our 
Filipino nurses, who were recruited to 
West Middlesex 10 years ago, to assist 
in interviewing. If you have friends or 
family who are nurses in the Philippines, 
please refer them to us so we can 
interview them during this visit—contact 
Cathy Hill (Assistant Director of Nursing) 
at cathy.hill@chelwest.nhs.uk.

We continue to look at opportunities 
for European recruitment, as well as 
UK options. The nursing team has been 
busy going out and about to job fairs in 
universities and other venues across 
England, Ireland, Scotland and Wales.

We are engaging differently with our 
student nurses to offer them jobs in 
their second year. Teams have also 
been to Westfield Shopping Centre for 
a careers fair and had a stand in a Tesco 
branch to encourage shoppers to return 
to nursing.

To reduce our reliance on expensive 
agency staffing to fill shifts we have 
increased our use of internal temporary 
staffing and use a single agency provider 
to keep costs as low as possible.

Going forward we will be focusing 
on retention and welcome any ideas 
on how we can improve life and the 
working experience for all our staff! 
For more information see our website 
www.chelwest.nhs.uk/workinghere.

Career development
Seven members of staff have success-
fully used our ‘refer a colleague’ initiative 
to earn £1,000—and five staff have 
completed internal transfers, which 
helps us retain staff as they develop 
their careers.

Our next internal transfer window 
opened on 1 May. If you are a band 
2 healthcare assistant or band 5 staff 
nurse currently working at the Trust 
who is eager to gain experience in a 
different ward, please discuss this 

with your line manager or contact 
Áibhín Burke for careers advice at 
aibhin.burke@chelwest.nhs.uk.

Return to practice
The Trust is launching its ‘return to 
practice’ programme this September. 
If you have family, friends or colleagues 
who are interested in returning to 
work in the nursing profession after 
a career break, please contact Edwin 
Dela Cruz (Head of Faculty of Nursing) 
for more information by emailing 
edwin.delacruz@chelwest.nhs.uk.

Vanessa Sloane (Director of Nursing), Dharmen Govinden (Lead Nurse), 
Moreblessing Zvorwadza (Matron), Annette Lloyd (Matron), Áibhín Burke 
(Recruitment and Retention Lead Nurse) and Claire Painter (Divisional Director 
of Nursing) during their recent trip to India where they offered posts to 62 nurses

Other recruitment drives

Staff at West Mid speak about their experiences of working in the UK


