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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 

Ward Staff unhelpful when waiting for relative to return from theatre. 
hours is a long time to wait worried all they say is wait outside. No 
reassurance- A big let down compared to rest of hospital. 

We are sorry for any distress caused and assure you it will be discussed 
further within the team. Unfortunately, the ward does not currently have a 
day room for patients/relatives. 

Another long weight for a blood test via my port. 3 hours this time. I 
did have to go off for an echo after 1.30 hours. Now working again. 3 
hours in all so far. Can anything be done to speed up the blood tests via 
port? 

We are sorry for the delay for your blood tests.  

We are currently in process of reviewing the blood tests pathway. The 
project is led by one of the Senior Staff Nurse and Sister in the Medical Day 
Unit.  

We are reviewing the two options proposed to improve the waiting time 
and patients' experience and we will decide the best approach. The new 
proposal will be implemented by the end of December and audited.  

 

Very much miss the old team at the bloods who were just excellent in 
every way, professional and reassuring. 

Thank you for your kind comments. Unfortunately the previous team were 
not permanent staff. These members of staff have been replaced with 
permanent members of staff who are also able to support clinics to improve 
flexibility and service cover across the department. 

The telephone number given in the appointment letter – [telephone 
number] - is not answered and this is very frustrating. There's an 
answer phone message that says that voicemail's are picked up twice 
per day, but no one ever rings back. you give a telephone number to 
contact the unit and this should be answered like the other 
departments. 

We are sorry that this has been your experience. We are aware that we have 
a shortage of administrative staff at the moment, but are in the process of 
recruiting to address this.  

We are also looking to recruit an administrative post in response to the 
increased activity seen on the unit. We anticipate this will go some way to 
ensuring that phones are consistently answered in a timely manner. 
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The waiting time for Monday Clinic is too long! and Just been told the 
MRI is not signed off. So weight will be longer! it's already been 40 
mins!! 

We are sorry that this has been your experience. We can confirm that 
waiting times are monitored on a monthly basis and have improved 
overall.  Clinics, where there are specific problems with overrunning, are 
being individually reviewed to see if improvements can be made with 
templates, length of clinic or additional rooms to reduce delays. 

I have been waiting over 2 hours in clinic , waiting for diagnosis.  

Very stressful 

We are sorry to hear about your experience. For rapid diagnostic clinics, 
the appointment letter indicates that there may be an overall time of up to 
4 hours for a diagnostic appointment as tests are undertaken and need to 
be reviewed by clinicians.  This allows patients to be diagnosed on one visit 
avoiding the need to wait for the outcome and a further visit.   

Had 6 sessions at rehab class. Unfortunately was not terribly 
impressed. Never saw the same physio so how can you be monitored 
properly. Only on last session will new physio was my knee measured, 
she was shocked that it had never been done before. Progress so slow 
that that I now have to engage a private physio to get me to where I 
should be . Could be a good service!!! 

We recognise that patients are not always followed up by the same clinician 
and apologise for this.  

We are now fully staffed and we encourage the efficient use of follow-ups 
and asked that where possible patients are booked with the same clinician. 

Found ward to be uncomfortably hot for the patients and visitors We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

During an exceptionally hot spell 31 degrees there were air 
conditioning units on the ward. a nice thought but totally ineffective. 
only cold about 2 feet in front of it. A waste of NHS money. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 
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This ward has been receiving complaints about EXTREME HEAT for 
years as a local resident we are lead to believe that the hospital receives 
adequate funding yet is unable to protect vulnerable patients from heat 
exposure! who is responsible for the sorry state of the undersized air 
con unit. The designated head nurse Tim has disappeared as the 
temperature rose. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

why is it so hot on the wards? Even with a/c , doors closed nad fans . 
all of the patients and visitors are extremely hot and uncomfortable. 
they cant sleep and the sheet and pillows are soaking with sweat. 
Visited for as long as i could stand it but had to go after 2 hours. feel 
bad for the patients stuck in here . it cant be good for their health , 
physically ,mental. Something has to be done. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

Male toilet next to the PALS office , very smelly. may need ventilation 
or deep clean . 

Thank you for your feedback. We can confirm that repairs have been made 
to the male toilet on 30/10/2018 

I am really hot especially in the evening and the heat in the ward 
prevents me from sleeping. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

Staff 100% Amazing!!! Facilities worse than a prison in modern times - 
not that I've seen one but from what I've heard. No a/c over 30 degree 
in the night not to mention after a shower. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 
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Air Con unit completely ineffective. it is a waste of electricity. No 
ventilation in toilet area (bed 5-8) 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

Air Con , not working. We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

Firstly I would like to Thank the staff for their outstanding care. I am 
very proud of the NHS. Therefore we should not expect staff and 
patients to endure overheated conditions. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

The ward is very hot and uncomfortable the staff are coping well and 
remain caring. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 

Lovely care and great staff. The heat was unbearable for patients and 
staff. 

We are sorry for the discomfort caused. Mobile air conditioning units in 
place until permanent air conditioning can be installed. Engineers visited 
ward approximately 3 weeks ago. All patients now have fans. Room 
thermometers ordered to monitor temperature 4 times a day. Patients will 
be provided iced water and lollies as needed. Heat wave policy shared with 
team and discussed in senior management meetings. 
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Something really needs to be done about the car park. There should be 
a drop off zone. 

 

There are two drop off parking spaces with a 2 minute restriction to the 
right of the main entrance for patients to be dropped off. In addition we 
offer 30 minutes of free parking which can be utilised when dropping 
patients off for clinics. 

Ground floor toilets, hand sanitiser has been empty since 26/6/18 and 
it's only outside the toilet!! Really? I thought we were supposed to help 
stop the spread of infections?? 

The hand sanitisers are replenished by our cleaning contractors and should 
be checked on a daily basis, we are sorry that this was not your experience. 
This has been raised with the contractor who has included it in their weekly 
'toolbox talk'. 

Please make sure that the public phone in the foyer works. We believe that the line may have been disturbed during the reintroduction 
of the cash machine. This has been addressed and we are sorry for any 
inconvenience caused. 

We would like to note that we really miss the friends of the Royal 
Marsden coffee shop. It was a great idea and nice ladies working there. 
Also all the money goes towards a good cause and we would always go 
there on every visit for tea and toast. Please bring it back! the staff miss 
it too. Even for a few hours a day  8am-12pm 

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. 

Please can the cash machine be fixed, thank you. The ATM cash machine was temporarily out of action due to a small fire, 
but was re-commissioned on 21 June. 

The left hand toilet as you go in on the ground floor in the food area 
needs work. The repair of the sink coming away from the wall is no 
good, sink needs proper support as obviously used by people to help 
stand up. Also the area under the sink needs repair , terrible place for 
germs to linger. 

We are sorry to hear about your experience. We can confirm that estates 
department have investigated and made repairs refitting the sink to the 
wall. The flooring is also currently being reviewed.  

The car park payment machines still after months have signs saying 
'cash only'. When is the card payment functionality going to be fixed. 
No one carries cash. 

The car park payment machines have been subject to a longstanding fault, 
which the Trust's car parking contractor is addressing. We are sorry for any 
inconvenience caused. 
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The area around the sink in the left hand toilet needs attention. Proper 
re-fixing of the sink and sealing the floor area 

We are sorry to hear about your experience. We can confirm that estates 
department have investigated and made repairs refitting the sink to the 
wall. The flooring is also currently being reviewed. 

Car parking charges are outrageous! That's my only complaint, you are 
a fantastic hospital, no one agrees with parking charges 

Thank you for your kind comments regarding our staff. The charges for 
parking are comparable with local hospitals. All income generated through 
the charges come back in to the Trust and reinvested in to maintaining the 
car park. This negates the need to take funds from the Trusts annual 
central budget allowing the money to be used for patient care. 

The outside no smoking areas need to be better policed. These areas 
are abused by patients and others including staff. A designated 
smoking area away from the building may help. 
 
 

 

The Royal Marsden prohibits smoking in or on any of its premises, grounds 
or vehicles. This is in keeping with the NHS Guidance for Smoke-Free 
Hospital Trusts and applies to staff, patients and visitors. The Trust has a 
Smoke-Free Policy in place to support this. The Trust does occasionally 
receive complaints about people smoking in the grounds of the Sutton site. 
Policing the Policy is indeed a challenge. In line with the Trust’s Policy, the 
Trust staff generally is asked to discourage patients, visitors and other 
Trust staff from smoking on the premises or in the vicinity of any of the 
Trust’s grounds or premises. At the same time, Trust staff should not put 
themselves at any risk of abuse by someone who is smoking. Should any 
Trust staff member have a complaint made against them for pointing out 
the Trust’s Smoke-Free Policy to anyone who is smoking, they will have the 
Trust’s full support for taking action in compliance with the Policy. The 
Trust circulates regular reminders on the Trust’s stance on smoking. A 
communication was included in the weekly bulletin to staff only last week, 
asking for everyone's cooperation in abiding by and supporting the Trust's 
Policy. 

I found the young gentleman on the reception very difficult to 
understand. This is not to do with ethnicity it is to do with diction. A 
receptionist needs to speak clearly and directly not mumble and 
swallow his words. This is not a complaint it is an opportunity for 
learning. Many Thanks 

We are sorry that this has been your experience. We have spoken with all 
reception staff to remind them of the importance of clear communication 
when speaking with patients. This has also been addressed within the 
patient experience meetings. 
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Why is the Marsden not accredited with Bupa for physio? result having 
to pay or going to another hospital, neither of which is ideal. Please 
sign up to Bupa for physio 

Previously the work with BUPA was unsuccessful due to the billing 
structure. However, the team are looking to pick up with BUPA again in 
early 2019. 
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