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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 

So disappointed that the cafe staffed by lovely ladies has closed down. 
Will it reopen as a business? Patients need a drink + healthy snack, 
especially after queuing in the car park or a long journey. 

We are sorry to hear that you are disappointed by this closure; 
unfortunately The Friends took the sad decision to close this facility. 
Currently The Trust is looking at the option of a staffed facility and in the 
interim we have installed vending facilities. 

Difficulties in finding parking, unless you arrive extra early. Also 
difficult to find a spot as no one to direct free spots. Stressful 
experience for patients before going in for treatment. 

We are sorry that you have had difficulties in finding parking.  

There is generally capacity in the visitors' car park, however unfortunately 
during peak times on busy clinic days there can be a wait for a space. 

There is only a small number of 'free' spaces, and these are reserved for 
dedicated categories of patients. 

Praise for nursing care 'second to none'.  

Car park machines out of order or cannot take cash most of the time.  

Also there is no cash machine. 

The car park payment machines have been subject to a longstanding fault, 
which the Trust's car parking contractor is addressing. The ATM cash 
machine was temporarily out of action due to a small fire, but was re 
commissioned on 21st June. However we are sorry for any inconvenience 
caused. 

Only gets 1 hour free parking, being mucked about too much resulting 
in car park costing a lot of money. 

We are sorry to hear about your concerns regarding parking.  

The free parking period is not common in most hospitals, and is a 
concession which this Trust has introduced. 

Parking payment machine has been out of order as well as the one at 
the main entrance.  
 

It's hard to understand why they have not been repaired all this time. 

The car park payment machines have been subject to a longstanding fault, 
which the Trust's car parking contractor is addressing. However we are 
sorry for any inconvenience caused. 
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Parking machines not taking credit cards and has been out of order for 
several weeks. 

The car park payment machines have been subject to a longstanding fault, 
which the Trust's car parking contractor is addressing. However we are 
sorry for any inconvenience caused. 

Must have a soup vending machine Thank you for your suggestion. 

The Trust has previously provided soup vending but unfortunately due to 
low uptake this was discontinued. 

Road signage to the hospital is not clear, not easy to see at turn off 
from main road. 

Thank you for your comment.  

The external road signage to the hospital is provided by the local authority 
(Sutton). It has been reviewed on a number of occasions, and the local 
authorities (and Trust) are of the view that it is sufficient. 

The positioning of the toilets next to the cafe/eating area on the 
ground floor of Wallace wing is disgusting & shockingly unhygienic for 
a hospital environment. You can literally smell the toilet as you are 
eating. 

We are sorry that this has been your experience  

Unfortunately we are unable able do anything about the positioning of the 
toilets, but do ensure that ISS clean them on a regular basis in accordance 
with agreed contractual cleaning frequencies. 

A number of comments received regarding the temperature of the 
hospital due to the hot weather. 

We appreciate the discomfort that has been caused as a result of the 
prolonged hot weather. Mobile air con units are in place until further 
permanent aircon can be installed. Additionally all patients have been 
given fans and iced water and lollies provided as needed.  

I never received a letter inviting me for an appointment. Luckily I 
telephoned. This was my initial appointment. Signage at the front of 
the hospital is not very obvious. 

Thank you for your feedback  

I am pleased to inform you that we are looking at the referral pathways in 
detail to prevent this unfortunate occurrence from happening again. 
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While I appreciate that delays happen, I do find having to wait for 4 
1/2 hours (2 hours of which was for a blood test, another 2 hours plus 
for getting the blood results). Completely unacceptable something 
which should have taken 2 hours max? 
 

PLEASE HAVE MORE STAFF IN BLOOD TEST/BLOOD TAKING 
UNITS! 

We are very sorry for your experience.  

The Trust has acquired new analysers which will be on site shortly and the 
roll out of these will accelerate the test processing. Currently it takes at 
least 90 minutes to process Biochemistry tests, however Haematology is 
much quicker. We do apologise for any inconvenience and frustration 
caused. 

 

Arrived at 14:19, for an appointment at 3pm - seen at 4pm - 
prescription at chemists (boots). When you can see your prescription 
made up and you are told by your doctor that it has been signed off.  
The Marsden pharmacy hasn't contacted boots to sign off your getting 
the medication. IT IS VERY UPSETTING, ANNOYING AND WRONG! 
Can't you do something about this? 

 

We are sorry to hear about your experience.  

Prescriptions are prepared in advance to help reduce the time a patient 
waits for their medication; unfortunately Marsden pharmacists are unable 
to sign off the medication until blood results are back.  

Once these are back and reviewed the medication can be released.  

We are pleased to announce new analysers and scheduling systems are 
being implemented to help accelerate this process and reduce waiting 
times. 

 

There are serious delays in the taking of blood, reducing the time 
available to see the doctor who needs the data in order to review the 
progress to the next chemo cycle. On most recent occasion the interval 
was just 20 mins between bloods and seeing doctor.  

 

We have undertaken a full audit of the blood room to identify peak times 
and encourage staff to invite patients to attend for walk in bloods at less 
busy times.  

Regrettably there have been difficulties recruiting to these posts and /or 
getting temporary staff, which has had a negative impact on the service.  
With the roll out of blood labelling, which prevents the need to hand write 
on all bottles is in progress.  

This will have a significant impact on reducing waiting times for bloods 
however we do apologise for any inconvenience and frustration caused. 
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Waiting for blood test for two hours (12:00 - 14:00) appointment at 
14:15, medication only prescribed on blood test: a lot of patients are 
waiting pre (or) after clinic. Need to improve the service unnecessary 
waiting for large crowd, delay for all the process. Keep waiting all 
cancer patients in hospital is bad for everybody. 

 

We have undertaken a full audit of the blood room to identify peak times 
and encourage staff to invite patients to attend for walk in bloods at less 
busy times.  

Regrettably there have been difficulties recruiting to these posts and /or 
getting temporary staff, which has had a negative impact on the service.  
With the roll out of blood labelling, which prevents the need to hand write 
on all bottles is in progress.  

This will have a significant impact on reducing waiting times for bloods 
however we do apologise for any inconvenience and frustration caused.  

 

I am always late being seen and it has a knocked on effect to my clinic 
appointment (blood results never ready) 

 

We have undertaken a full audit of the blood room to identify peak times 
and encourage staff to invite patients to attend for walk in bloods at less 
busy times.  

Regrettably there have been difficulties recruiting to these posts and /or 
getting temporary staff, which has had a negative impact on the service.  
With the roll out of blood labelling, which prevents the need to hand write 
on all bottles is in progress.  

This will have a significant impact on reducing waiting times for bloods 
however we do apologise for any inconvenience and frustration caused. 
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The blood dept. is scandalous. There are four chairs and only 2 
Phlebotomists. Sometimes only one and the waiting room is packed 
with people. The blood test is fundamental to this hospital. Please 
expand the department. 

 

We have undertaken a full audit of the blood room to identify peak times 
and encourage staff to invite patients to attend for walk in bloods at less 
busy times.  

Regrettably there have been difficulties recruiting to these posts and /or 
getting temporary staff, which has had a negative impact on the service.  
With the roll out of blood labelling, which prevents the need to hand write 
on all bottles is in progress.  

This will have a significant impact on reducing waiting times for bloods 
however we do apologise for any inconvenience and frustration caused. 

Waiting times for blood test 

 

We have undertaken a full audit of the blood room to identify peak times 
and encourage staff to invite patients to attend for walk in bloods at less 
busy times.  

Regrettably there have been difficulties recruiting to these posts and /or 
getting temporary staff, which has had a negative impact on the service.  
With the roll out of blood labelling, which prevents the need to hand write 
on all bottles is in progress.  

This will have a significant impact on reducing waiting times for bloods 
however we do apologise for any inconvenience and frustration caused. 

Waited over 3 hours for transportation to be taken home  

 

We are sorry for the delay you experienced  

We are closely monitoring waiting times for transport. If the target of 90% 
of patients are not waiting beyond 60 minutes of their arrival in reception 
/transport area is not met then financial penalties may be introduced. 

In addition we are pleased to inform you the Trust is actively working on 
minimising the 'on the day' journeys which have not been pre planned as 
these have an impact on all other planned journeys and usually result in 
longer waiting times.  
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Attended chemotherapy appointment at 2pm. The chemotherapy 
liquid was not ready; it arrived at 4 pm from Pharmacy. A 2 hour wait - 
most of the afternoon wasted. 2 hours car parking fees. This is the 3rd 
occasion. 

 

We are very sorry for the delays you experienced at your appointment 
unfortunately 

There may have been several contributing factors that may have caused the 
delay, unfortunately sometimes delays with blood results or changes to 
dosing can prolong dispensing.  

We are currently reviewing the chemotherapy pathway from prescribing to 
preparation and administration, This is to help improve the process and to 
ultimately reduce any unnecessary delays to the service.   

 

Have a wheelchair that remains in the MRI waiting area, so patients do 
not need to retain the use of the chair for their visit. 

 

Thank you for your comments and feedback.  

There are a few MRI compatible wheelchairs that remain in the MRI unit, 
for transfer into the Magnet MRI room which is important to the safety of 
the service.  

Once a patient has been moved into the MRI wheelchair the normal RM 
wheelchair remains in the MRI waiting room and is stored for safety and 
access purposes.  

The chair does not leave the unit and the same chair is given back to the 
patient at the end of the examination. 

Unfortunately on occasion there may have been a shortage of Trust 
wheelchairs and if it is required by a porter; they can remove it and bring 
back another chair for the transfer back again.  

The reason we do not mix the wheelchairs within the secure unit, is to 
ensure that the correct wheelchair enters the MRI room for safety reasons.  
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