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Comments are collected through Viewpoint cards that are available for anyone to complete. This report details the comments received and the actions 
taken. 

 

Your Comments Trust Action 

I am spending so many hours in the hospital; it would make so much 
difference to how I feel if I could spend time outside in a garden area. 

Thank you for your feedback. We do recognise the importance and benefit 
of having access to an outside space to rest. In Chelsea, we have a courtyard 
garden which can be accessed from our Wallace Wing Reception. In 
Sutton, there is outdoor seating on the grass verges opposite the main 
entrance. We welcome patients to make use of these outdoor spaces.  

There is only tea/coffee, chocolate or crisps available to purchase. Why 
is there no service at the weekend for patients/visitors or staff - 
disappointed. 

 

Thank you for your feedback. We apologise if this has affected your 
experience at the Hospital. We have shared your comments with the 
Catering Operations team who are currently reviewing how they can 
improve the services offered to visitors at weekends. We are considering 
improved vending options and “a click and collect” service provision and 
hope to implement these changes in due course. 

 

If you follow the signs to the Maggie's centre, it leads to a locked door! 
Coming back from the Maggie's centre, the way-out sign leads to the 
hospital building but you can't get in and it is not clear how to walk 
around outside. Signage needs to be updated, maybe have an external 
painted line on the floor directing you to the Maggie's centre. 

Thank you for raising your concerns. The wayfinding signage was put in 
place before the COVID-19 pandemic and we subsequently had to lock off 
the signposted re-entry in to the site to prevent unauthorised visitors. We 
will discuss raise this with the relevant team to decide whether we should 
reinstate the access or signpost to an alternative entrance.  

I really appreciate the fact that I get free transport (as I live alone and 
don't drive) but sometimes I have waited more than 2 hours for a 
return journey which is hard after chemo or some other treatment. 

We are sorry for your poor experience. Patient transport is provided by an 
external service provider, and we now provide patients with the 
opportunity to offer feedback for each journey to the service provider so 
that any journey issues can be investigated and actions for service 
improvement can be identified. We have shared your feedback with the 
service provider and reiterated the expectation that patients are kept 
informed of any delays and the reason for these. 
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Traffic is terrible. Seating is used and filled up by non-transport 
patients so I have to stand. No refreshments offered to transport 
patients as all other hospitals do. I have waited over 2 Hours to get 
home today and yesterday, very miserable experience. I have taxied 
before. Drivers are very good. 

We are sorry for your poor experience. Tre transport desk and waiting area 
on both sites sit near hospital café/restaurants and facilities. These services 
are accessible to all service users as we do not have a dedicated transport 
lounge. In addition, patients who are eligible can have an escort travel with 
them for medical reasons or where they meet certain criteria. We have 
passed on your feedback for consideration of a refreshment service. 

Patient transport is provided by an external service provider, and we now 
provide patients with the opportunity to offer feedback for each journey to 
the service provider so that any journey issues can be investigated and 
actions for service improvement can be identified. We have shared your 
feedback with the service provider and reiterated the expectation that 
patients are kept informed of any delays and the reason for these. 

Request for complementary therapy service to be expanded on a 
commercial/private basis or in conjunction with charities who focus on 
terminal care. 

Thank you for your feedback. We have passed this on to the relevant team 
to consider this further. 
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