
The Royal Marsden NHS Foundation Trust

Patient and Carer Advisory Group

Thursday 20 June 2019, 1800-2000, Committee Room, Sutton videolinked to the Board Room, Chelsea
Present: 
In attendance: Justine Hofland (Divisional Nurse Director, Cancer Services), Dr Markella (Boudioni Patient and Public Involvement & Engagement Lead), Sara Lister (Head of Pastoral Care and Psychological Support) and Craig Mortimer (Quality Officer)
	
	
	Action

	31/19
	Welcome from the Chairman
	

	
	XX welcomed members and staff to the meeting.
	

	
	
	

	32/19
	Notes of Monday 15 April 2019 for agreement
	

	
	The notes were agreed.
	

	
	
	

	
	Matters arising
	

	33/19
	16/19: technological alternatives to outpatient appointments – improving the patient experience?
	

	
	XX reported.  The letter to the Trust management expressing PCAG’s support for technological alternatives to face-to-face outpatient appointments is to be drafted.
	

	
	
	

	34/19
	18/19: baby change facilities
	

	
	XX reported.  The Trust’s baby change facilities are found in the disabled toilets.  Signage for the baby change facilities has improved since the topic was raised with the Trust.  
	

	
	
	

	35/19
	20/19: writing letters to patients with GP copied in 
	

	
	XX reported.  Dr Nick van As, Medical Director, is to lead a discussion about writing letters to patients at the Clinical Advisory Group (CAG) meeting next month. CAG comprises senior consultants.  
	

	
	
	

	36/19
	21/19: PCAG reporting to the Council of Governors
	

	
	XX notes the group’s desire to formally report to the Council of Governors.
	

	
	
	

	37/19
	23/19: availability of WiFi for patients in Sutton
	

	
	XX reported.  XX has offered PCAG’s support to Carly Snowball, Divisional Clinical Nurse Director, Cancer Services: Children and Young People and Adult Haematology, as she makes interim improvements to the WiFi available for patients in the young patients’ unit.  A major upgrade to the WiFi across the whole Trust is planned.
	

	
	
	

	38/19
	28/19: Fulham Road - safe crossing
	

	
	XX reported. The volunteers at the Royal Brompton Hospital are supportive of PCAG’s project to try to improve the safety of crossing Fulham Road near the Royal Marsden.  Craig noted that the Chief Nurse and Deputy Chief Nurse are aware that PCAG is undertaking this project.
	

	
	
	

	39/19
	26/19: five senses environmental survey of non-emergency patient transport
	

	
	XX reported.  The ‘secret shopper’ survey of the non-emergency patient transport service with PCAG is to go ahead.  The methodology will be a mix of those for PCAG’s 5 senses environmental survey and Listening Post.  Part of the survey will involve PCAG reps travelling in the patient transport cars to observe the experiences of patients.  Whether the PCAG members who volunteer need to be criminal record reviewed is being checked with the HR team.
	

	
	
	

	
	Agenda items
	

	40/19
	The Patient Advice and Liaison Service (PALS) at the Royal Marsden
	

	
	Sara Lister (Head of Pastoral Care and Psychological Support) reported. The Patient Advice and Liaison Service (PALS) has many functions including:

· providing information about services

· providing information about external support for patients and their families

· presenting a library of patient literature

· providing information for carers for example about travel insurance 

· signposting to advocacy services and to the Trust’s welfare advisers
· liaising on behalf of patients and carers with clinicians and other services including hospices

· listening to patients about their experience, helping people lost in the system or who have waited a long time 
· supporting people to make a complaint.  The complaint is made to the separate complaints team and
· collecting the views and suggestions of patients and their carers, friends and families

Separate to PALS, but provided by the same staff, is the recently established bereavement service.  This is an arrangement unusual among Trusts
Two of the four staff are part time.  PALS are exploring using volunteers as ‘receptionists’.  The volunteers will be expected to develop some knowledge of the booklets held by the service.  
The PALS centre is open 0930-1630, Monday to Friday.  Benchmarking against other trusts is undertaken.
Sara will discuss with the PALS team about reinstating meetings between PCAG representatives and staff to review patient and carer comments collected by the service.  The members will identify themes for PCAG projects and issues to raise with senior Trust management. 
The categories against which patient and carer comments are logged are being reviewed to make them more meaningful.
	SL

	
	
	

	41/19
	The new Oak Cancer Centre and how PCAG can help reflect the patient voice in its design
	

	
	Nicky Browne, Director of Transformation reported.  The new Oak Cancer Centre at the Sutton site will be a significant improvement on current facilities for both patients and staff.  The current site was designed for inpatients, not for modern medicine. Since the initial design, diagnostics and an extra floor for staff education have been added.  The Centre will have air conditioning as the windows cannot be opened to protect against infectious spores. To offset the environmental impact of the air conditioning solar panels will be part of the build.  The planning permission decision is expected in September 2019.
It is hoped that public transport links will be improved, including ideally a tram link somewhere close by after 2030.  There will be more 20 minute drop off points for cars and more buses.  Demolition of Sycamore House will add 100 more car park spaces and 19 more are being made available on the old Sutton Hospital site.  
Nicky thanked PCAG for their help at the start of the year for ideas at consultation events including the need to consider the comfort of relatives sitting for a long time. Day chemotherapy bays are to be mocked up for staff and patients to review.  The bays will have storage for patient possessions. PCAG members are to be invited to comment about plans for patient-facing rooms in late September/early October 2019.  
Patients have been consulted about improving day care services.   A number of approaches have been used including focus groups, electronic and paper surveys and appeals through Radio Marsden.  
The opening hours of the new centre will be 0700 to 2000.  

Ms Browne will return to a PCAG meeting every 6 months to update members.
	

	
	
	

	42/19
	Members’ report: Clinical Audit Committee
	

	
	XX and XX reported about their membership of the Trust’s Clinical Audit Committee.  The Clinical Audit Committee oversees the clinical audit and quality improvement programmes in the Trust.  A number of audits were noted including those looking at staff handover, commode cleaning and high-definition images of surgery.   XX asked members to send him ideas about how the work of the Clinical Audit Committee could be communicated to patients?
	All

	
	
	

	43/19
	Projects/initiatives proposed for PCAG adoption
	

	
	Justine Hofland, Divisional Nurse Director, Cancer Services, has discussed the comments and suggestions of a patient about their experiences of imaging and medical day unit with colleagues.  In response to the comments, more computers are to be made available for patients to see their scans during appointments.  Justine is to arrange for computers on wheels to be available in Chelsea for the consulting rooms so that patients have the same opportunity to see their scans in consultations as patients in Sutton.
Due to limited resources and the large number of scans it is not possible for the radiologist to report on the image beyond the area requested by the patient’s doctor.  Justine related that doctors use the word ‘stable’ to mean no significant change even if a tumour has increased in size on a scan. This has identified an education need for staff about how to explain terminology. The doctor needs to interpret the scan in a way that the patient can understand. Justine is to considering taking the issue for discussion CAG.   A further suggestion by Tim Nolan was to have a discussion at a PCAG session with a staff member. 
Justine agrees that the use of hand written labels for blood samples is archaic and can lead to errors. A barcode system is already starting to be used in Sutton.  The new electronic patient record will support electronic ordering of tests.  
Staff have an arrangement with the patient to telephone when their medical day unit treatment is ready.  This allows the patient to attend a local gym while waiting for treatment.  Justine agrees that such arrangements should be available for all patients.
It is not possible to always have someone from the previous consultation present at the following one.  Justine offered reassurance that whichever doctor is present will have the same expertise.  Every patient is discussed with the Consultant before the clinic. 
XX asked that technical words and terms are defined for patients including oncologist, radiographer and radiologist. 
It was agreed that XX will consider with Craig Mortimer what the next step might be.  Tim is to speak to Justine outside the meeting.
	JH
XX  & CM

XX

	
	
	

	44/19
	Draft Patient and Public Involvement/Engagement Strategy
	

	
	Dr Markella Boudioni, Patient and Public Involvement & Engagement Lead and XX reported. An initial draft of the Patient and Public Involvement/Engagement Strategy for the Trust has been submitted to the Care Quality Commission earlier this month as part of a library of documents to inform their inspection later in the year. Further discussions will happen with stakeholders before the strategy is finalised by the end of the summer.  The document will be circulated to PCAG after further work.  XX noted that the workshops to develop the strategy have been well organised with a number of different views heard.
	

	
	
	

	45/19
	The Friends of the Royal Marsden, Chelsea – Queen’s Award
	

	
	XX led PCAG’s congratulations to the Friends of the Royal Marsden, Chelsea, for receiving the Queen’s Award for Voluntary Service.  Fiona has written to the Friends to congratulate them on behalf of PCAG.  The recent absorption of the Friends of the Royal Marsden, Sutton, into the Trust’s Charity after the group was no longer able to maintain itself was noted.
	

	
	
	

	
	Any other business
	

	46/19
	None
	

	
	
	

	47/19
	Next meeting
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