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Children In Need
Young patient Mohammed Majedi enjoys a cuddle with Pudsey Bear who visited Chelsea
and Westminster Hospital in December to help raise money for Children in Need—more
than £600 was raised thanks to the generosity of staff and visitors

3 Little Miracles

T

he parents of triplets born three months
early have raised more than £250,000
to thank staff at Chelsea and Westminster
whose expertise saved their babies’ lives.

Anna and Andrew Collier set up the 3
Little Miracles Fund in summer 2007
to buy incubators, ventilators and other
vital medical equipment for the Neonatal
Intensive Care Unit (NICU).
The charity has had high profile celebrity
support from the likes of its patron, former
British Lions rugby star Tim Rodber, and
BBC sports presenter John Inverdale who
hosted a gala ball which raised more than
£115,000.
The triplets, identical twin girls Isabel and
Emily and their brother Ben, were born at
just 29 weeks gestation on 8 January 2006.
They all weighed less than 3lbs at birth and
spent more than 100 days at Chelsea and
Westminster fighting for their lives.
The NICU at Chelsea and Westminster is
a Level 3 centre which provides the very
highest level of medical and surgical care
for more than 500 sick and very premature
babies from all over London, the South
East and further afield every year.
Anna says: “If it wasn’t for Chelsea and
Westminster, our babies would not be alive
today. The care we received was fantastic.
We are so lucky because the triplets are

Andrew and Anna Collier with their triplets Emily, Isabel and Ben

perfect in every way. We set up our charity
as a thank you to give something back to
the hospital for giving our babies a chance
of life and to help the hospital care for
other critically ill babies.”

“The fact that all three of the triplets survived
without any of the long-term health problems
that can be associated with prematurity
seems like a medical miracle to us which
is why everyone calls Isabel, Emily and Ben
the three little miracles.”

“Their incredible fundraising efforts have
enabled us to buy state-of-the-art medical
equipment which will enable us to save the
lives of more babies and to spend NHS
funds on other equipment.

Andrew adds: “The charity has grown way
beyond our expectations. We not only
reached but exceeded our once audacious
fundraising target of £250,000 and we
have been able to buy four incubators, four
ventilators and other equipment.

Dr Gar y Har tnoll, the C onsult ant
Neonatologist who treated the triplets,
says: “On behalf of all the staff on the unit,
I would like to say a big thank you to Anna,
Andrew and everyone who has donated so
generously to the 3 Little Miracles Fund.

“For example, the four new incubators
we have been able to buy are specially
designed so that surgeons can carry out
surgical procedures without taking a baby
out of the incubator which reduces the risk
of infection and other complications.”
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Quick bites

Heather’s view
T

his time of year is always challenging
for the Trust as we concentrate our
efforts on the targets we need to meet
in the last quarter and also turn our
attention to the next round of business
planning.

Team Briefing dates 2010

Chief Executive Heather Lawrence and
the rest of the Executive team hold
monthly face-to-face Team Briefing
sessions which are open to all staff.

This is an opportunity for staff to hear
about the latest developments in the
Trust. Directorates should ensure that
appropriate staff attend to ensure an
effective communication cascade of
Team Briefing in the Trust.

It is always exciting to plan new and
interesting projects but we can’t let this
process distract us from achieving our
financial and performance targets and
delivering high quality services to our
patients. The Trust has struggled this
financial year to meet some of our most
important targets and we cannot afford
to let our performance slip.

Team Briefing will be held in the
Boardroom on the lower ground floor
at 9am on the first Friday each month
except in April when it will be on
the second Friday due to the Easter
weekend. The full list of dates is as
follows:
•
•
•
•
•
•

5 February
5 March
9 April
7 May
4 June
2 July

•
•
•
•
•

by Heather Lawrence, Chief Executive

Now is the time to make sure our
administrative functions are running
smoothly, our clinics are running efficiently,
and there is rigour in our day-to-day
activities. In short, we must make sure
we get it right the first time every time.

6 August
3 September
1 October
5 November
3 December

We should also take the time to look at
the projects we started in last year’s

round of business planning and ask
ourselves if they achieved what they set
out to do. Did they make a difference
to patients? Have they made a positive
impact on the way we do things? These
are the types of questions we should
be asking before we even think about
starting something new.
We have had the added challenge
recently of having to open a temporary
Intensive Care Unit following a number of
patients with Acinetobacter. I would like
to thank the team for their hard work and
support during this process.
We are also having a very busy flu season
and I know that many of you have worked
hard—particularly over the Christmas
and New Year period—to ensure we
maintain quality services, despite
being under a great deal of operational
pressure. I’m truly grateful for your
efforts and I believe that if we continue
to work together we can rise to these
and other challenges which lie ahead.

2009 Poppy Appeal

The Chelsea and Kensington branch of
the Royal British Legion has said a big
thank you to staff, patients and visitors
at Chelsea and Westminster Hospital
who raised a grand total of £1,885.39
during the 2009 Poppy Appeal. Thanks
to everyone for their generosity during
such financially challenging times.

Web
Watch

Festival of Lights

Staff and patients took part in the
Jewish festival of Hanukah. Rabbi Mendy
Loewenthal, of the multi-faith chaplaincy
team, visited staff and patients and
gave out the traditional candelabra
Menorah, as well as doughnuts which
are traditionally eaten on the festival.
Hanukah celebrates freedom of belief
and practice for all people, with public
Menorah lightings all over the world.
Some of the larger public lightings took
place at the White House, Trafalgar
Square and the Eiffel Tower.

56 Dean Street shortlisted
for top award

Congratulations to the team at 56 Dean
Street, the Trust’s sexual health and HIV
centre in Soho which opened last year,
who are shortlisted in the Secondary
Care Team of the Year category of the
British Medical Journal Awards.
Editor Fiona Godlee said: “Thank you for
your time and effort in putting together
such an impressive submission. The
response to the awards has been
remarkable, as shown by the number
and quality of entrants. The shortlisting
panel really has had an unenviable
task so congratulations on reaching
the shortlist.”

The 56 Dean Street team will discover
if they have won the Secondary Care
Team of the Year category at the awards
ceremony which will be held at the Park
Lane Hilton on 10 March.

Correction

Apologies to the team in the Assisted
Conception Unit which has recently
been refurbished—in an article on
page 8 of the December edition of Trust
News we wrote that the unit is located
on the first floor of the hospital. We
have been asked to point out that it is
actually located on the fourth floor. See
page 5 of this month’s Trust News for
our ‘Meet the Team’ feature about the
Assisted Conception Unit.

L

atest statistics show that more than
35,000 people use the Trust’s official
website www.chelwest.nhs.uk every
month to find out information about
Chelsea and Westminster Hospital NHS
Foundation Trust and its services.
Over the last couple of years new features
have been introduced including videos
for children coming into hospital and an
online system for requesting HIV and
sexual health clinic appointments.

Further sections will be redesigned
on a rolling basis over the next few
months—new versions of the Cancer
Services and Working Here sections
were due to go live as Trust News went
to press.

The website is currently being revamped
and our new look homepage went live in
December—it is simpler, more colourful
and aims to make it easier for anyone
using the website to find the information
they are looking for.

Improvements to the website are being
driven by a Website Development Steering
Group which includes representatives
from the Council of Governors, the Trust
Board, and website leads from all areas
of the Trust.

What do patients say about
Chelsea and Westminster?
Instant feedback

Each month Trust News includes a
round-up of all the feedback received from
patients, both positive and negative, to
help make staff aware of what patients
are saying about the hospital.

During the past month, patients have
praised the excellent standard of care
provided by the stroke team, as well as our
physiotherapists and the M-PALS team. The
Paediatric DVD has also received praise
from many parents and children. One
parent said: “The DVD is a fantastic idea,
it really prepared my son for his visit. He
was looking forward to coming to hospital
after watching it.”
However, feedback has suggested that the
Trust could do better at communicating
with patients when it is necessary to cancel
appointments and there have been some
concerns raised about the reliability of the
hospital lifts.
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Letter of the month

The M-PALS service receives hundreds
of letters from patients praising the care
and service they received at Chelsea and
Westminster. Each month Trust News
features one of those letters to help share
this positive feedback.

A number of other sections of the
website have also been redesigned and
relaunched including 56 Dean Street, the
Assisted Conception Unit and our Weight
Loss Surgery (Bariatrics) service.

If you have had a positive experience and
would like to share your views, please fill in
a comment card or write a letter and hand
it in at the M-PALS office, located on the
ground floor.

Hand
hygiene
watch
E

ach month Infection Control Link
Professionals (staff responsible for
infection control in their area) conduct
audits to monitor the standards of
hand hygiene throughout the Trust.
The Trust had a compliance rate
of 82% during both November and
December, exactly the same as it was
in October.
Paediatric Theatres and the ECG
Department achieved a 100% compliance rate during November, as did
Outpatients 1 and Josephine Barnes
Ward during December.
Congratulations to Kobler Daycare
and David Erskine Ward. Both areas
achieved 100% compliance in both
November and December.
Staff and visitors are reminded to use
the alcohol gel which is widely available
in the Trust including at the entrance
to all clinical areas.
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News in brief

Staff involved in the Trust’s successful bid to provide a
community gynaecology service in Westminster

New community services

Congratulations to staff involved in two
successful bids to provide community
services for patients in Westminster.

The Trust has now been commissioned
by NHS Westminster to provide both
community dermatology and community
gynaecology services.
Dermatology services were launched in
January and gynaecology services are
due to be launched in early February.

Baby Friendly assessment

The Infant Feeding Team have passed
their UNICEF UK Baby Friendly Initiative
Stage One Assessment.
It is designed to ensure that the
necessary policies, guidelines and
information are in place to allow
healthcare providers to implement the
Baby Friendly standards effectively.

Learning disabilities
service praised

The Pearl Service—a sexual health
service targeted at people with
learning disabilities which is run by
the Trust at the West London Centre
for Sexual Health—has been praised
as an example of good practice by the
Department of Health.
It is featured in the new report Equal
Access? A practical guide for the NHS:
Creating a Single Equality Scheme that
includes improving access for people
with learning disabilities.

Trust named one of
safest in England

Chelsea and Westminster has been
named as the fourth best NHS trust
in England for patient safety by the Dr
Foster Hospital Guide, an independent
healthcare survey.

Giuseppe Labriola and Yvonne Insh,
Specialist Midwives: Infant Feeding
Co-ordinators, said: “We would like to
to thank all staff for their continued
hard work and support.”

The Trust was given a top banding of
five out of five based on a range of
safety indicators including surgery,
infection and mortality rates, and
staffing levels.

Appointment reminders

Health Innovation
Education Cluster (HIEC)

The Trust is introducing an appointment
reminder system to reduce DNA (Did Not
Attend) rates among patients.
The system will deliver a text message
and/or automated telephone message
to remind patients of an appointment or
admission. Patients will be able to cancel
their appointment via the automated
system so that appointment slots can
be reallocated to other patients.
The system will be piloted for new
outpatient appointments in therapies,
dermatology, ophthalmology and pain.
For further details of the project please
contact Alex Prior, the Trust’s GP
Relationship Manager on x52275.

The Trust has led a successful bid to
establish a North West London Health
Innovation and Education Cluster
(HIEC).
HIECs are partnerships between NHS
organisations, universities, voluntary
organisations and industry to promote
innovation, quality and productivity in
the NHS through training and education
of healthcare staff.

Obituary—Sharon Doyley

S

haron Doyley, Surgical Matron, died
suddenly on Monday 11 January.

She had worked at Chelsea and
Westminster since the hospital opened
in 1993 and had undergone her
nurse training at the old Westminster
Hospital.
In a message to all staff, Andrew
MacCallum (Director of Nursing) and Holly
Ashforth (Clinical Nurse Lead, Surgery)
said: “Sharon was a much loved, valued
and long-serving member of the Trust
team. She will be desperately missed by
all who knew and worked with her.

“Our thoughts are with Sharon’s family,
friends and close colleagues who will
be feeling the loss most acutely at this
difficult and tragic time.”
A Book of Condolence was opened
that all staff were invited to contribute
to. It will be given to Sharon’s family
at an event to celebrate her life and
her contribution to the Trust at 5pm on
Friday 5 February in the canteen on the
lower ground floor—all staff welcome.
Staff were also invited to attend
Sharon’s funeral which was held on
Friday 29 January.

Conservative Party
leader David Cameron
visits Maternity Unit

North West London HIEC members
include Chelsea and Westminster, Royal
Marsden and Royal Brompton hospitals,
Imperial College London, other NHS
trusts, and partners including Macmillan
Cancer Care.

Chief Executive receives
New Year’s Honours OBE
C

helsea and Westminster Hospital’s
Chief Executive Heather Lawrence
was awarded an OBE in the New Year’s
Honours list for services to healthcare.
Heather has 20 years experience as
a Chief Executive in the NHS and has
been Chief Executive of Chelsea and
Westminster since 2000.

She has also had a number of national
roles and is currently serving as a
Commissioner on the Prime Minister’s
Commission for the Future of Nursing
and Midwifery.
Trust Chairman, Professor Sir Christopher
Edwards said: “I am absolutely delighted

that Heather Lawrence has been awarded
an OBE.
“While many people are well aware of her
outstanding contribution to the success
of Chelsea and Westminster as Chief
Executive , her contributions to the wider
NHS are perhaps less well known.

David Cameron chats to midwife Camilla Dryden

C

onservative Par ty leader David
Cameron visited the Maternity Unit
at Chelsea and Westminster Hospital on
Sunday 3 January to meet new mothers
and staff.

“These have included chairing the pay
talks for Agenda for Change staff, the
national negotiations for Non-Consultant
Career Grade Doctors and six other
national groups.

He spent time on Ann Stewart Ward, the
hospital’s postnatal ward where new
parents spend time with their babies
before going home.

“Few deserve recognition more than she
does.”

Mr Cameron was accompanied by Andrew
Lansley, Shadow Health Secretary.

The Conservative Party leader
holds four-day-old John Bowden

page 4

trustnews

February 2010

Trust to star in TV documentaries
T

he expertise of staff working in
two different areas of the Trust
is set to be revealed to a wider
audience when TV documentaries
about their groundbreaking work are
screened on Channel 4 and Channel
5 respectively later this year.

West London Centre
for Sexual Health

North One TV, an independent production
company, is making a documentary series
for Channel 4 called The Hospital exploring
how young people’s health needs and
behaviour impacts on the NHS.

The programme about sexual health will
chronicle the experiences of staff who are
based at the Trust’s West London Centre
for Sexual Health at Charing Cross Hospital
but also do outreach work in local colleges,
schools and community centres.
Dr Rachael Jones, Lead Consultant at
the West London Centre, says: “The
documentary is a great opportunity for us
and for the Trust’s sexual health services
in general. I hope it will reduce some of the
stigma and misconceptions associated
with sexual health clinics and raises sexual
health awareness. This is particularly
impor tant because many sexually
transmitted infections are asymptomatic.
“We hope that the programme will serve
to normalise sexual health screening
and encourage people to attend. In
concentrating on the under-25 age group,
the documentary makers have highlighted
a vulnerable cohort of patients who will
benefit from increased awareness of sexual
and reproductive health.”
Anna Llewellyn, Assistant Producer at
North One TV, says: “We have been given
an incredible welcome by the staff at the
West London Centre. Filming in such a
sensitive environment was never going to
be straightforward but the support of the
staff is making this a hugely positive and
productive experience.
“We really appreciate the way in which
staff have thrown themselves into the

Dr Rachael Jones, Lead Consultant at the West London Centre for Sexual Health, talks to Anna Llewellyn of
North One TV during the filming of a Channel 4 documentary about young people and sexual health
experience of making this documentary.
Many staff have overcome early bouts of
camera nerves to grant us genuine insight
into their work.
“Their passion to provide the best care
possible, and in particular the holistic way
they approach the needs of young people,
is inspiring and thanks to their help we are
confident we can make a documentary
that provides a fresh take on the realities
of sexual healthcare.”

Craniofacial surgery team

Tr a n s p a r e n t Te l e v i s i o n , a n o t h e r
independent production company, is
making a one-hour documentary about
the charity Facing the World for Channel
5’s Extraordinary People series.
Facing the World was co-founded by
Chelsea and Westminster Craniofacial
Surgeons Norman Waterhouse and Martin
Kelly (who sadly died in 2008) so that
children in desperate need, living without
hope in some of the world’s poorest
countries, can be brought to the UK for
reconstructive surgery.
Much of this surgery is carried out
at Chelsea and Westminster and the
documentary makers have also followed the

team to Vietnam where they operated on
children and adults with facial deformities.
Suzanne Lynch, Producer/Director at
Transparent Television, says: “Filming at
Chelsea and Westminster Hospital has
been a great experience. It is a warm,
welcoming environment from the moment
you step into the building and the staff are
incredible—dedicated, professional and
patient-orientated.
“I would like to take this opportunity to
say a huge thank you to all the staff at
the hospital who have helped to facilitate
or taken par t in the filming of the
documentary.
“For the last six months I’ve been making a
documentary about Facing the World and
in September last year I was privileged to
join a team—largely staff from Chelsea
and Westminster—on a unique mission to
the Danang General Hospital in Vietnam,
to witness their work performing surgery
on patients with craniofacial trauma and
deformities.
“Sarah Driver-Jowitt, who runs Facing
the World, then arranged for three of
the children that we met in Vietnam to
travel with a parent to the UK for surgery.

“Since October, 14-year-old Khanh Ngan,
12-year-old Hong An and four-year-old Le
Huy have been regular visitors to Chelsea
and Westminster—and so have I, following
their progress with my camera.
“The children have charmed everyone
they’ve met at the hospital and have
been made to feel at home at Chelsea and
Westminster.”

And here’s one we
made earlier...

Major TV documentaries can provide the
Trust with publicity that greatly enhances
the reputation of Chelsea and Westminster
as a Channel 4 documentary about burns
patient Katie Piper, screened in October
2009, demonstrated.
Katie’s story of personal courage and
determination after she was attacked
with sulphuric acid, and her gratitude to
staff at Chelsea and Westminster, received
widespread media coverage including BBC
News, ‘This Morning’ on ITV, News of the
World, Mail on Sunday, Daily Mirror, Daily
Telegraph and Evening Standard.
The groundbreaking work of staff in the
Burns Service at Chelsea and Westminster
was a key part of Katie’s story.

Staff charity brings new hope to children living with HIV
and ensure that all the children within the
Haven are able to continue their schooling.
The Nkosi Johnson Fundraising Charity’s
original target was to raise £25,000 to
cover the cost of building a cottage for
two mothers and six children, and to
provide education of the six children for
one academic year.
Staff, patients and volunteers at the West London Centre
for Sexual Health have raised thousands for charity

T

he Nkosi Johnson Unit at the Trust’s
West London Centre for Sexual Health
is named after a little South African boy
called Nkosi Johnson who was born HIV
positive and died in 2001. His life was
characterised by his brave fight for the
rights of children living with HIV.

Staff at the West London Centre decided to
develop international links to honour Nkosi
Johnson’s legacy by launching the Nkosi
Johnson Fundraising Charity in December
2006. They involved family and friends

in the project and have held numerous
fundraising events over the last three
years.

Three years on, staff at the West London
Centre have raised more than £26,000.
This incredible achievement is a testament
to the dedication of the fundraising team
and all those individuals who supported
the events.

The philosophy of Nkosi’s Haven in
Johannesburg, South Africa, is to ensure
that HIV positive mothers and their
children can remain together for as long
as possible in a comfortable, accepting,
non-judgemental environment.

Anosha Ramsammy, Project Lead and
a nurse at the West London Centre, is
keen to thank all committee members for
their contributions, no matter how big or
small, and in particular Julie Edmond and
Maureen Helmi, the Treasurers, who have
been tireless in their efforts and dedication
to exceed the charity’s fundraising target.

Staff at Nkosi’s Haven address the issues
surrounding children who become orphans

Significant contributions to the charity
were given by patients attending the Nkosi

Johnson Unit and neighbouring businesses,
clubs and pubs. This has been a real
team effort involving the local community
around Charing Cross Hospital where the
West London Centre for Sexual Health is
located.
Julie and Maureen said: “We hope that
our fundraising will gain momentum over
time to ensure ongoing support so that
HIV positive children at Nkosi’s Haven can
receive the education they deserve.”
Dr Charlotte Cohen, Consultant at the West
London Centre, said: “We have achieved
more than we could have hoped for when
we started the project. I am delighted with
the success so far which is a credit to the
team at the West London Centre and to all
our loyal supporters.
“Our plans for 2010 include registering as
a UK charity and setting up a website to
provide an online donation facility. If anyone
would like to receive further information
about the charity, please contact the
fundraising team on x11578 or x11224.”
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Meet the Team:

“W

hen couples come back to the
unit with their babies, it makes
everything we do here seem worthwhile.”

So says Rebecca Goulding, Senior Fertility
Sister on the Assisted Conception Unit
(ACU), about the work of staff on the unit in
helping couples who are finding it difficult
to conceive.
The ACU at Chelsea and Westminster is
widely recognised as a leading fertility
centre in the UK with more than a decade
of proven success. Around 750 couples
access the service every year.
The unit is led by a strategic board that
includes consultants and embryologists. It
is a centre of excellence for the management of women over 40 and it also has
an infectious disease programme led by
Dr Carole Gilling-Smith and a research
programme led by Dr Dimitrios Nikolaou.
The ACU was extensively refurbished last
year to provide a modern, high quality
environment for couples seeking fertility
treatment.
Creating a comfor table and calm
atmosphere in which staff can help
patients feel relaxed is of paramount
importance in helping couples cope with
the inevitable stress and anxiety of fertility
treatment.

60

second
interview
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Assisted Conception Unit

The work of the ACU is about not only
providing the medical expertise to give
couples the best possible chance of
conceiving but also ensuring that couples
have personal and individualised care to
give them emotional support during what
can be a difficult time.
The ACU has a multi-disciplinary team
of staf f including doctors, nurses,
embryologists, administrative staff and a
counsellor. Patients also benefit from the
unit’s close links with other related services
in the hospital such as Gynaecology and
Maternity.
Rebecca Goulding explains what happens
when couples are referred to the ACU for
treatment.
“Patients are referred to us from the Fertility
Clinic in Gynaecology Outpatients where
baseline investigations will have been
arranged for both partners. A care plan
will be put together based on the results of
these tests and it is at this point that couples
will be referred to us, if appropriate.
“The first member of staff couples meet
on ACU is our receptionist Maria (MoatsBoyer) who arranges their appointments.
Their first appointment will be with a
consultant who reviews their test results
and determines the best treatment
options for them.”

Consultant Dr Carole Gilling-Smith
adds: “The main purpose of a couple’s
first consultation with me or one of the
other doctors is for us to explain what
their fertility problem is, discuss the
different treatment options available to
them, and also give them an insight into
the commitment required of them if they
choose to proceed with treatment.
“This can be a very emotional discussion
especially if a couple’s chances of
conceiving are still slim, for example due
to the age of the female partner.”
After this initial appointment, the consultant
will plan an individual couple’s treatment
and they will then have a consultation with
one of the nurses on the unit who oversees
their treatment cycle and provides ongoing
support and guidance to couples.
Scans are carried out after this nurse
consultation but before egg collection
starts and then from this point onwards
in a couple’s treatment cycle, the expertise
of the unit’s embryologists and andrologist
is vital to give every couple the best chance
of conceiving.
Staff working in the ACU agree that the
extensive refurbishment of the unit has
greatly improved facilities for patients and
staff alike and made it easier for different
staff groups to work together closely.

What is it?

Who’s who in the ACU
Administrative Staff
•
•
•
•

Jason Lane (Business Manager)
Sofia Anjos (Patient Liaison Officer)
Peter Perkins (Patient Liaison Officer)
Maria Moats-Boyer (Receptionist)

Clinical Staff
•
•
•
•
•

Elizabeth Williamson (Andrologist)
Kathryn Mangold (Clinical Nurse Lead)
Joanna Miller (Counsellor)
Denise Kelly (Healthcare Assistant)
Hari Chandana Panjugala (IVF
Co-ordinator)
• Paula Almeida (Laboratory Director)
• Rebecca Goulding (Snr Fertility Sister)
Consultants:
• Carole Gilling-Smith
• Dimitrios Nikolaou
• Julian Norman-Taylor
• Jonathan Ramsay
Embryologists:
• Maria Vourliotis (Senior Embryologist)
• Stella Andronikou
• Shreena Tailor
Staff Nurses:
• Ann Bainbridge (Senior Staff Nurse)
• Bernadette De Jesus
• Magdalena Krolak
• Helen McKenna
• Plum Nichols
public, and it reflects what matters to
them.

Dr Ed Abrahamson

The NHS Constitution was published on
21 January 2009. It was one of a number
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Feedback & Complaints

C

helsea and Westminster
Hospital provides
excellent care to thousands
of patients each year but we
don’t always get everything
right.
This month we look at the
importance of listening to
patient feedback and the
role it plays in ensuring
a positive experience for
patients.
We also find out about the
Trust’s approach to managing
complaints which aims to
help us manage them more
ef fectively and ensure
that we learn from our
mistakes to make changes
that improve services for
patients.

Wendy Peters (Patient Advisor), Sinead Jones (M-PALS Officer), Sian Nelson (Membership & Engagement
Manager), Matthew Whiting (M-PALS Officer) and Carol Davis (Acting Patient Affairs Manager)

Meet M-PALS:

The new face of
patient liaison
P

atient Advice & Liaison Service (PALS)
staff have recently expanded their role
to work in partnership with and support
Chelsea and Westminster’s Council
of Governors and its Foundation Trust
members.
Now known as M-PALS (Membership and
Patient Advice & Liaison Service), the
team takes an active role in engaging
with patients and the public to encourage
membership.
Sian Nelson, Membership & Engagement
Manager, says: “The team continues to
provide help and advice for all patients,
their families, members of the public and
staff.
“If a patient raises an issue at the M-PALS
office on the ground floor of the hospital,

one of the team will discuss their concerns
and inform the staff involved.
“The M-PALS officer will then manage the
case until a resolution is agreed with both
patients and staff.
“The aim is to prevent concerns needlessly
developing into formal complaints when in
many cases they could be solved quickly
and easily with help from our officers.
“Most patients whose concerns are
acknowledged and managed in a prompt,
efficient and polite manner go home feeling
more satisfied about their experience of
care or services.
“Many patients also come to the M-PALS
office to give their thanks for the excellent
care they have received and write letters
expressing their gratitude to the hospital.”

Listening to patients
T

he Trust is committed to learning from
complaints and making changes as
a result of them. Here are some recent
examples of changes that have been
made to services as a result of patient
feedback:

• Specific dietary requirements for
unplanned admissions to our paediatric
wards can now be ordered directly with
the Trust’s catering provider when a
dietician is not available, such as on
weekends and Bank Holidays.

• The Admissions Department now has
a dedicated confirmation line to help
manage the volume of calls.
• A post-operative patient information
booklet has been produced to provide
information on all points of the bariatric
pathway.
• The admission process for women
undergoing an induction of labour has
been changed as a result of feedback.

A Day in the Life of...

Sinead Jones M-PALS Officer

“I

n the Membership and Patient Advice &
Liaison Service (M-PALS) we never know
what’s going to happen on any particular
day so it’s quite difficult to describe a
typical day in the life of M-PALS.

it’s always good to ask a patient (or staff
can do it on their behalf) to write down any
positive comments they give—it’s always
a great way to start the week to receive a
letter acknowledging your efforts!

“We deal with a wide range of situations
from relatively general queries, such as
ward locations, to more difficult issues
surrounding a patient’s care.

“The complaint s we deal with are
predominantly issues that can be resolved
quite quickly, such as difficulties contacting
a department or lack of communication
with staff.

“Staff and patients may have noticed that
we have recently rebranded to become
M-PALS.
“That’s because our role now includes
involvement with the Foundation Trust
members and encouraging people who
are eligible to become members.
“A general day would see us picking up any
messages left on the answering machines
as soon as we get in and then getting back
to people—we have to do this within 24
hours.
“The team will then start tackling any open
cases and begin contacting appropriate
staff members to get updates and
outcomes on these so we can close the
case off and inform the patient of what has
happened. We encourage staff to resolve
situations as quickly as possible.
“We have numerous methods for patients
to contact us, in person—we are one of
only a few PALS offices in the country that
is so prominently located in a hospital—by
telephone, by email, or by writing either a
letter or one of our infamous comment
cards (with my lovely face on so you can’t
miss them!).
“All queries are processed within 24 hours,
this includes all written correspondence.
We process praise as well and send out
letters to named staff and managers so

“However, we do deal with more complex
and time-consuming problems that take
far more investigation and involvement
with managers and patients. These
complaints are passed to our colleagues
in the Complaints Department.
“We often interview patients in one of our
private rooms or attend wards on request
to talk to patients about any issues they
have.
“However, we do encourage patients to
discuss their issues with ward staff first
as they can often resolve situations without
the need for M-PALS to be involved.
“We also have projects that we work
on daily—at the moment the team are
visiting wards and departments to help
and encourage staff to use the Patient
Experience Trackers (PET).
“It’s nice being able to get out onto the
wards and into departments to speak with
staff and put names to faces. So far we
have had a very good response from both
staff and patients.
“We work closely with managers and staff
and help support them when dealing with
complaints. I enjoy my role—I find it very
fulfilling and satisfying when we resolve
situations on behalf of patients, as these
situations can be quite stressful for them.”
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complaints
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Managing complaints

Our approach to managing complaints in the Trust is based on
three principles—listening, responding and improving.
Listening
The first contact with someone who has
concerns or wishes to complain is vital.
Listening to them will make them feel more
valued, ensure they have more confidence
in our organisation, and help us to manage
expectations.
It is important to:
• Make sure that we really understand
the issues being raised
• Find out what the patient wants to
happen as a result of their complaint
• Obtain the right information to assess
the seriousness of a complaint
• Agree a plan and timescale
• Maintain regular communication
• Act quickly if we can

Responding
By correctly assessing the seriousness
of a complaint, deciding on the most
appropriate response then becomes more
straightforward.

Did you
know?

The new approach focuses on ensuring
that the Trust is equipped to:
• Clearly gauge the impact of the
complaint on everyone involved
• Establish a clear, appropriate plan of
action
• Provide the person making the complaint
with relevant support and advice

Improving
Complaints provide vital information about
our patients’ experience and help us to
identify how we can change the way we
do things to improve our services.
By working in partnership with our
patients we can:
• Make improvements to the services we
provide
• Ensure that our patients have confidence
in the Trust and its staff
• Learn how we can improve our own
skills

Wendy Peters (Patient Advisor) and Carol Davis (Acting Patient
Affairs Manager) co-ordinate complaints received by the Trust

T

here are three different levels of
response which the Trust uses
to address and resolve complaints,
depending on the type and complexity of
the complaint.
Some complaints can be resolved quickly
and locally while others require a longer
and more involved process.

Here is a quick guide to the types of
complaints that the Trust may receive and
how we might respond:

Tracking our
patients’ experience

Type 1
Resolution within 10 days
• The complaint is made verbally or a
simple written complaint has been made
directly to a ward sister, team manager
or department head
• The patient has indicated that they would
be happy to receive a quick response
• The staff member believes they are able
to resolve the issue quickly
• The staff member is expected to take
ownership and resolve problems locally
• Copies of all correspondence should be
sent to the Patient Affairs Team

The top three issues identified
by our patients are:

• Type 1 complaints may include waiting
times in clinics, loss of property,
transport problems, and problems in
rearranging appointments

1. Communication

Type 2
Resolution between 11 and 24 days

2. Attitude and behaviour

• The complaint requires an investigation
or will require longer than 10 days for
the Trust to respond to the patient’s
concerns

3. Cancelled appointments

Why is
feedback
important?
• Ensures our ser vices
continue to meet the needs
of local people
•I d e n t i f i e s a r e a s o f
improvement in both
prac tice and ser vice
delivery
•Promote s individual
learning to reduce risk to
patients and staff

• May be resolved through a meeting with
the patient or an investigation and a
written response

P

atient feedback is an important way
of finding out what our patients think
about their care and our services which
is why the Patient Experience Tracker
(PET) has been introduced throughout
the Trust.
The PET is a handheld electronic device
that asks patients five quick questions
about their experience.
Sian Nelson, Membership & Engagement
Manager, says: “The PET is an easy way of
measuring the patient experience because
it’s so quick and simple to use.
“The results are fed back to clinical areas
weekly so that any issues can be identified
quickly and addressed locally.
“The Department of Health and the Care
Quality Commission require all NHS trusts
to demonstrate evidence of measuring

the patient experience and our target
is to capture feedback from 80% of our
patients.

• Type 2 complaints may include issues
about nursing care, medical care,
incorrect treatment, attitude and
behaviour of staff

“We must also ensure that our patients’
satisfaction levels are at least 90% and
we will be financially penalised if we do
not meet this target.”

Type 3

T h e Tr u s t al s o c ap ture s p a t i en t
feedback through national surveys, local
questionnaires, comment cards and patient
focus groups.

• The complaint requires a thorough
investigation and statements from
staff

Sian explains: “Comment cards are
available in all clinical areas to help
encourage patient feedback.
“Staff should return these to the M-PALS
office on the ground floor so we can
register patient feedback, both positive
and negative, and feed these back to the
relevant areas of the Trust.”

Resolution requiring 25 days or longer

• The investigation may take up to three
months
• It may be necessary to obtain an external
report from a clinical adviser
• Type 3 complaint s may include
unexpected outcomes following surgery,
events that have resulted in injury or
missed diagnosis
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Photo Gallery

Christmas carols

Friends Christmas Fair

Boys from the Westminster Cathedral
School Choir (left) and girls from
Cameron House School Choir (below)
visited the hospital to perform recitals
of classic Christmas carols

Homemade produce on sale at the
Friends of Chelsea & Westminster
Hospital Christmas Fair

Paediatric patients’
Christmas parties
Staff organised parties
for both outpatients
(right) and inpatients
(below) to bring them
some festive cheer’

ISS Christmas draw

Chelsea FC visit

Domenico Agostino of ISS Mediclean
(right) presents Ben Ba jeux from
Medical Records with his prize

Patient Arabella Elliot is pictured
with Chelsea stars Alex, Daniel
Sturridge, Ashley Cole, Nicolas
Anelka and Paulo Ferreira

David Erskine Ward —
winners of the Best
Decorated Ward

Best Decorated Ward
competition winners
Trust staff spread festive cheer
to patients who unfortunately had
to spend Christmas in hospital
rather than at home by adorning
their wards and departments
with colourful decorations.

of Operations) and F iona
Glencross (Radiographer —
Staffside rep) visited all the areas
that entered the competition
before choosing the winners
on Thursday 17 December.

The annual Best Decorated Ward
competition rewarded them for
their efforts with cash prizes
of £100, £75 and £50 on offer
to the winning areas, thanks to
generous funding by the Friends of
Chelsea & Westminster Hospital.

F irst prize went to David
Erskine Ward, second prize was
won by Lord Wigram Ward
and third prize went to the
Sterile Services Department.

Judges including Anne Halsey
(Friends Chairman), Sharon
Connell (Hospital Chaplain),
Hannah Coffey (Director

Congratulations to the
winners and all the areas that
went the extra mile to make
Christmas special for patients
at Chelsea and Westminster.

Lord Wigram Ward —
runners-up

Sterile Services Department —
3rd prize winners
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Birthday celebration
on Nell Gwynne
Patient Harriet Walker
celebrates her 105th
birthday on Nell
Gwynne Ward

Burns patients’ New Year party
Staff organised a party for
patients past and present to
kick off the new year

Vietnamese nurses visit the Trust
A group of senior nurses from Vietnam
visited the Trust during December as part of
an exchange programme organised by the St
Stephen’s AIDS Trust and funded by Pfizer.
Two nurses from Thomas Macaulay
Ward will travel to Vietnam in March.

Teddy Bear Hospital
Imperial College medical
students held their latest
Teddy Bear Hospital for
local schoolchildren
in December

Academic achievement
awards
The academic achievement
awards ceremony held before
Christmas acknowledged
and celebrated the
achievements of learners.
A total of 133 staff received
awards from Chief Executive
Heather Lawrence.
Richard Fairbrass (from
Right Said Fred) spoke at
the awards ceremony and
inspired everyone with his own
personal learning experiences.

World AIDS Day
Almost £1,300 was raised during an
event held in the hospital to mark
World AIDS Day on 1 December.
The St Stephen’s Volunteers, who
support patients with HIV/AIDS at
Chelsea and Westminster, together
with the St Stephens AIDS Trust
who lead pioneering research into
the disease, organised the event.
Staff at the Trust’s other main
sexual health and HIV centres —
56 Dean Street (pictured with
their balloons) and the West
London Centre for Sexual Health
— also held their own events.
Cllr Timothy Coleridge, Mayor of the
Royal Borough of Kensington and
Chelsea, attended the event at Chelsea
and Westminster (pictured right).

Equality & Diversity event
The Trust held its first ever ma jor
equality and diversity event, ‘Making a
difference — why equality and diversity
matters to you’, at the end of November.
The purpose of the day was to celebrate
diversity and highlight how various equality
and diversity initiatives are improving the
patient and staff experience of the Trust.
A number of Trust teams and external
organisations attended the event to
showcase their work including Age
Concern, Mencap, Royal National
Institute for the Deaf and Stonewall.
Entertainment was provided by Luke Tye
from the Orpheus Centre (a learning
disabilities charity) and Camilita and Crishnu
Budhu who gave a classical Indian musical
performance to staff, patients and visitors.
A disability workshop and a focus group
on career progression for minority ethnic
staff were also held during the day.
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Christmas Cheer Awards

Congratulations
Trust staff tie the knot

The winners of Chelsea and Westminster Hospital’s Christmas Cheer Awards

S

taff from all areas of the Trust and all
staff groups were recognised at the
Christmas Cheer Awards on Thursday 17
December.
They were nominated in recognition of their
outstanding contribution to patient care
and for their cheerful, positive attitude to
their work.
This year’s awards attracted a record
number of nominations—398 in all—with
144 individual staff and four teams
nominated.
The rheumatology nursing team won the
Team Award after being nominated by a
number of grateful rheumatoid arthritis
patients, one of whom said: “These nurses
are excellent and always available—they are
my lifeline. They instigated a rheumatoid
arthritis support group which is still going
strong after four years.”
This is not the first award won by the
team - Clinical Nurse Specialists Sarah
Collis, Antonia Greeves, Bridget Ryan and
Ashlynne Van Vuuren, and Clerical Assistant
Asma Istwani.

and she is always still smiling at the end
of the day.”
Trust Directors all made a monetary
contribution to help buy some great prizes
for the winners of the Christmas Cheer
Awards.
The Trust would like to thank the following
local businesses and companies that
sponsored the awards through either gifts
or cash donations:
•
•
•
•
•
•
•
•
•
•
•

Blacks (High Street Kensington)
Captivate Restaurants
Gilmour’s Restaurant
GMTV
Headmasters
Heaven V
Idis
Olympic South Limited
RUSH Salon
SOMA
Virgin Active

2009 winners

Last year they were named ‘Healthcare
Champions in Inflammatory Arthritis’ by the
National Rheumatoid Arthritis Society after
being nominated by patient Sheila Smith.
Individual staff winners of the Christmas
Cheer Awards included nurse Cheryl Paul,
Team Leader in the hospital’s Discharge
Team, who received no less than 78
nominations.
Colleague Angela Honan said: “Without
Cheryl’s help every day we would never
get our patients home. No job is too small

Team award—Rheumatology
nursing team

Pictured above with Chief Executive
Heather Lawrence (2nd right) are Asma

Loraine visits 10 Downing Street

Istwani (Clerical Assistant), Ashlynne Van
Vuuren (Clinical Nurse Specialist), Sarah
Collis (Clinical Nurse Specialist) and Bridget
Ryan (Clinical Nurse Specialist). Missing
from the photo is Antonia Greeves (also
Clinical Nurse Specialist) who was on
annual leave on the day of the Christmas
Cheer Awards ceremony.

Individual staff awards

1. Cheryl Paul
2. Sharon Burton
3. Chris Higgs
4. Vilma Baxter
5. Kristyna Kuzikowska
6. Alistair Teague
7. Vivia Richards
8. Kristi Van Rosenveld
9. Patricia Garner
10. Martin Folan and Annette Harrison
11. Matthew Mead
12. Lesley-Anne Marke
13. Angelina Awuah
14. Sue Payn
15. Jessica Faulkner
16. Jamie Kichenbrand
17. Sandra McDermott
18. Michael Dowdon
19. Laura Whitworth
20. Maria Flora De Souza
21. Suzy Chanquion
22. Rachel Metcalfe
23. Michelle Nimmo
24. Melanie Guinan
25. Lorraine Hickey
26. June Cass
27. Fiona Glencross
28. Caroline Rae
29. Carol Annon
30. Inn Neoh-Solman

Congratulations to HIV/GUM Consultant
Laura Waters and Clinical Research
Fellow Andrew Scourfield who were
married at Marylebone Town Hall in
October in front of family, friends and
colleagues.
We wish them a long and happy future
together.

Clinical coders pass exam
with flying colours

Congratulations to two members
of staf f— Raje Doshi and Suraj
Paudel—who recently passed their
Clinical Coding exam which means they
are now accredited clinical coders.

Farewell
Helen O’Donnell

Helen O’Donnell, Healthcare Assistant
on Chelsea Wing, retired from the Trust
in November.
She star ted working at the old
Westminster Hospital in 1981 before
moving to the Westminster Children’s
Hospital in 1984 where she worked on
the bone marrow unit.
She began working on Chelsea Wing in
1995 and has worked at the Trust ever
since. We wish her well for the future.

Consultant wins major award

C

onsultant Gastroenterologist Dr Bobby
Prasad has received a prestigious
Award for Teaching Excellence from
Imperial College Faculty of Medicine.
It was presented by Professor Stephen
Smith, Principal of the Faculty of Medicine.
This award was established to recognise
teaching excellence among NHS staff.

T

he Trust’s Bereavement Facilitator for
Maternity, Loraine Pearce, was invited
with Colette Murphy from SANDS (Stillbirth
and Neonatal Death Society) to the
Community Heroes Christmas Reception
hosted by Prime Minister Gordon Brown at
10 Downing Street.
Loraine and Colette have been working
with Ann Keen on the ‘Loraine Campaign’
which was launched last year to raise

Dr Prasad said: “There is a very strong
commitment at Chelsea and Westminster to
ensure that our medical students and junior
medical staff receive the best possible
educational opportunities.

awareness of and highlight the need for
more posts like Loraine’s to be part of
other maternity units. The role provides
dedicated bereavement support and
education both for bereaved parents and
the staff taking care of them.
Pictured above with Prime Minister
Gordon Brown are Health Minister Ann
Keen, Loraine Pearce, Colette Murphy and
Loraine’s husband Kevin Pearce.

Dr Prasad receives his award

“It is particularly gratifying to win this award
as the Imperial medical students play a
major role in the nominations process. I
am delighted to have been awarded this
prize.”
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Employee/Team of the Month
Sponsored and funded by Chelsea and Westminster Health Charity

October

Maria Rod
ri
Guerreiro gues (Housekeeper)
(Healthca
and Maria
re
Macaulay
Ward Siste Assistant) with Tho
mas
r Christina
Casley
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New
Hospital
Arts
exhibition
aims to
inspire

f
harity Chie
Lawson (C gy)
ry
a
G
h
it
ntre) w
f Strate
yachee (ce
t Director o
Viven Pada nd Amit Khutti (Trus
a
Executive)
Congratulations to Viven Padayachee (Clinic Supervisor,
Plastics Outpatients) and the Support Team, Thomas
Macaulay Ward—October’s Employee and Team of the
Month winners.
Mitch Haines, Surgical Matron, said: “Viven does an
outstanding job, he is friendly and enthusiastic to staff and
patients alike.”

November

Dr Christopher Scott said: “Our support staff always have
smiles on their faces. They are hugely important members
of the team.”

Moorhen by Edwyn Collins

A

new exhibition now on show at Chelsea
and Westminster showcases drawings
made by singer Edwyn Collins during his
recovery from a life-threatening brain
haemorrhage.

Collins, former lead singer with the brand
Orange Juice who had a hit single with
‘Rip It Up’ and also a successful solo artist
with hits including ‘A Girl Like You’, spent
time learning to draw again as part of a
rehabilitation programme.

ICU
The N

team
Superv
isors

Congratulations also to the NICU team and the
Supervisors of Midwives—both winners of November’s
Team of the Month award (there was no Employee of
the Month winner in November).
Loretta Hubball said: “I want to nominate the whole
neonatal team to say thank you for the support and
care they have all shown to me and my family.”

of Midw
ives

Collins says: “I believe that my real recovery
began with my first bird drawing.”

December

A number of different staff nominated the Supervisors
of Midwives and said: “They have pulled together and
worked hard to deliver a Nursing & Midwifery Council
action plan and pass a Local Supervisory Authority
re-audit with flying colours.”

Katherine Mellor, who manages the
Hospital Ar ts programme which is
organised and funded by Chelsea and
Westminster Health Charity, says: “These
drawings will connect with all visitors to
the hospital because of their fragility and
beauty.
“The arts play an important part in Chelsea
and Westminster’s holistic approach to
healthcare and we hope that this exhibition
will be an inspiration to patients, visitors
and staff.”

ing)
f Nurs
o
r
o
t
(Direc
Callum
c
a
M
ndrew
with A
l
u
a
P
l
Chery

The Clinical Engi
ne
Coffey (Director ering team with Hannah
of Operations)

In the process he rediscovered a childhood
love of art and ornithology and for the past
four years he has drawn a bird every day,
titled and dated, to chart his recovery.

• Edwyn Collins’ exhibition is on display in
the first floor gallery of the hospital until
26 March

And finally, congratulations go to Cheryl Paul (Team Leader,
Discharge Team) and the Clinical Engineering team—
December’s Employee and Team of the Month winners.
Julia Driffill said: “Cheryl gets things moving! She is a very
approachable person who goes out of her way to help
everyone.”
Staff in the Treatment Centre, who joined together to nominate
Clinical Engineering, said: “They provide outstanding technical
support for our department and ultimately the patients we
care for.”

Edwyn Collins in the studio
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Hospital Radio volunteer receives
Lifetime Achievement Award
Hospital, formed the original Hospital
Radio on what is now the Chelsea and
Westminster Hospital site.
John continues to play an active role as
both a broadcaster and fundraiser. His
popular Tuesday night programme has
been a fixture in the schedule for many
years and contains John’s own excellent
musical choices—along with the occasional
betting tip!

J

Obituary—Caroline,
Lady Rhys Williams
I

t is with great sadness that the Trust
Board and the Board of Trustees of
Chelsea and Westminster Health Charity
announce the untimely death of Caroline,
Lady Rhys Williams, Chairman of the
Charity.
Caroline Rhys Williams supported
the NHS through her voluntary and
community work for more than 35 years.
During the 1970s she worked on an
early project to introduce Information
Technology for medical records in the
Department of Community Medicine at
Westminster Hospital Medical School.
In 1974 she became firstly a member
and later Chairman of the Kensington,
Chelsea and Westminster Community
Health Council where she led a significant
campaign to improve children’s health
services.
In 1982 she was appointed to the Board
of Governors of Great Ormond Street
Hospital and was appointed a Trustee
of the hospital’s Wishing Well Appeal.
Caroline later became Chairman of the
Family Health Services Authority for
Barking and Havering, and served as
Chairman of the Great Ormond Street
Hospital School between 1984 and
1995.
Caroline appointed hundreds of specialist
consultants and registrars to senior
positions within the NHS as Chairman of
the Medical Appointments Panel for Great
Ormond Street Hospital (1990-2005) and
Chairman of the Pan Thames Specialist
Appointments Panel (1998-2005).
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ohn Doohan’s 30 years of service to
hospital radio have been recognised
with a Lifetime Achievement Award.

Many consultants will recall her testing
questions, aimed to ensure that they
could communicate in “plain English” and
did not exhibit symptoms of the disease
she knew as “consultantitis”.
Caroline joined the Chelsea and
Westminster Hospital’s Charitable Funds
Committee in 1999 and became its
Chairman in 2002 (never a Chair, which
she knew was an inanimate object).

He joined Radio St Stephens in April 1977
which, together with the Westminster

His smooth Irish accent lends itself
perfectly to radio and his love of the
medium, as well as volunteering, shines
through.
John is considered to be a legend among
Radio Chelsea and Westminster volunteers
and the charity’s Lifetime Achievement
Award is a fitting tribute to his voluntary
work over three decades.

Mobile health clinic to kick
off at Stamford Bridge

She led the transformation of the
Committee into an independent charity
and was elected Chairman of the Board
of Trustees of the new Chelsea and
Westminster Health Charity in May 2005.
She was extensively involved in all aspects
of the Charity’s arts, fundraising and grantmaking activities.
As a local resident, Caroline had a strong
affinity with the Trust and three of her
grandchildren were born at Chelsea and
Westminster. She was regularly seen
in and around the hospital supporting
a wide variety of activities and events,
particularly the annual Open Day and the
Charity’s Hospital Arts performances and
displays.
Caroline died peacefully at the Royal
Marsden Hospital on 27 December 2009
surrounded by her family.
During the course of her illness, which
she bore with her characteristic fortitude,
Caroline also received treatment at
Chelsea and Westminster. She will be
greatly missed by all her many colleagues
and friends.

Dr Mark Nelson and Dr Rachael Jones accept a
generous grant from representatives of Abbott

A

n exciting new initiative to provide
Chelsea and Westminster services in
the community is due for a high profile
launch in February.

The new mobile health clinic—Chelsea and
Westminster On Location—will be based at
Stamford Bridge for Chelsea’s game with
Arsenal on Sunday 7 February.
It will offer screening services targeted
specifically at men.

You will be able to find out more about
the new initiative in March’s Trust News
including opportunities for departments
to hire the unit which is a large mobile
vehicle with consultation rooms.
The Trust would like to say a big thank
you to Abbott, a pharmaceutical company,
who provided a generous grant to make
purchase of the mobile unit possible, and
also to NHS Hammersmith & Fulham who
commissioned the Chelsea FC service.

Changes to Stroke Services
Important information for staff
Patients who have suffered a
stroke in the community are no
longer admitted to Chelsea and
Westminster straightaway.

their condition has stabilised
(usually 24–72 hours after their
stroke) for ongoing treatment and
rehabilitation.

They are treated initially at a Hyper
Acute Stroke Unit (HASU) such as
St George’s or Charing Cross. They
are transferred to the Chelsea and
Westminster Stroke Unit after

If a patient presents at the
Emergency Department with
stroke symptoms, they will
be transferred to a HASU for
treatment.

What staff need to know

If a patient suffers a stroke
while being treated at
Chelsea and Westminster,
a clinical decision about
whether they should be
transferred to a HASU will
be made on a case-by-case
basis.

If you think a patient is having a stroke, contact:
9–5 Mon–Fri:
Stroke Co-ordinator on bleep 0385

Out-of-hours:
On-Call Medical Registrar on bleep 0103

