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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 was seen for the second time by Dr [NAME]. His attitude was lacking in 
empathy, rushed and lacking compassion. This is the second time this has 
happened and I am dreading my next clinic appointment. 

We have unfortunately been unable to follow this up with the doctor concerned 
as they have now left the Trust. However we would like to apologise for your 
experience and any distress caused as a result of this. 

I think it would be helpful to tell patients that after using the enema you should 
try and stop yourself defecating for at least 5 minutes to avoid gas obscuring 
the equipment. 

All of the information relating to suppositories is discussed at our pre-treatment 
seminars, however we if this information was not clear. We have discussed 
possible ways to ensure that all patients are given and understand the 
instructions relating to suppositories.  

Told to go for blood at 9.10 and then see doctor at 9.40. But blood not done 
until 9.30 so didn't see doctor till 10.45. Dr [NAME] did not seem a 
sympathetic person - had to engage him discussion of how I was feeling about 
proposal of chemo.  

We are sorry for the delay you experienced in bloods being taken and the 
subsequent delay to see the doctor. We have reiterated to staff the importance of 
good communication and sensitivity to all patients.  

Awful!! Not a single "Please" or "thank you" from nursing staff.  Nowhere to 
hang coats without falling off i.e. too few coat pegs.  Not enough space to sit 
because nurses couldn't work out machines and chairs to fit all the people in, 
and wheelchair on ward not being used by anyone but taking up space. 

We very disappointed to hear of your experience and apologise for the distress 
caused. Extra coat hooks have been ordered for each chair space on the unit. 
The do recognise the space constraints on MDU and we are continuously looking 
at ways of utilising space to improve our patients experience. There is often the 
need to move the infusion stand to either the left or the right depending upon the 
patient’s vascular access and we have also ordered new chairs. We always 
endeavour to ensure that wheelchairs are removed from the department when 
not in use but will remind staff of this practice.  
 

Please display posters in the bay area’s asking all patients to be respectful of 
other patients on the bay and to be quiet.  My son has treatment for a brain 
tumour, he was in bed one in a bay.  A young patient arrived in bed 2; him and 
his parents were very loud.  The grandparents arrived and were even more 
loud. My son was suffering with a headache.  The television was on, the video 
games on the tablet were on the family was speaking and laughing loudly 
showing total disrespect and lack of consideration for the other patients. 

The ward rules are on posters by each bedside in the bays and stipulate quiet 
time after 7pm. This rule needs reinforcement by nursing staff, which we do 
acknowledge can be challenging as 6pm-10pm is the busiest time for staff. We 
encourage all visitors to use communal areas where possible as well as remind 
staff to continue to monitor noise levels.  
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Could there be a "code of conduct & behaviour for the families and carers" of 
young patients on the bays.  Please - too many families and carers are 
disrespectful of the others in the bay. 
 

We have developed a set of ‘ward rules’ that are now present at each bedside to 
encourage patients and families to be respectful to staff and those they are 
sharing the bay with, to reinforce quiet time in the evening and use of communal 
areas. The updated parent leaflet will contain information about being kind and 
respectful. It is challenging for staff to control how families behave all the time, 
but staff do address any concerns raised by families and escalate where needed 
to the Ward Sister and Matron. 

Arrived 8.10am for appointment. one nurse on duty not seen till 9.30am. my 
doctor appointment at 9.40am. doctor not received blood results, therefore 
have to wait another hour for results. doctor can tell me if ok for chemo next 
day. There seems no management of this department. 

We aim to staff phlebotomy with 2 staff from 8am and apologise for the delays 
you experienced and the frustration caused, We are expanding the blood room 
and increasing the staffing levels and this should be finalized in next few months. 

Is there some sort of quiet room in the hospital? (I asked but got a blank look). 
Psychologists suggesting "healspace", Physios mobility exercises etc. I have a 4 
1/2 hour round trip 

We do have some quiet rooms in radiotherapy that we can offer to patients to 
wait in for the time before their treatment, but they are not appropriate for 
exercising and are used frequently by the radiographers to hold private 
conversations with patients. At Sutton, we do have a quieter lounge area. We will 
ensure all radiographers and reception staff are aware that they need to respond 
to requests like these and make sure we meet our patient’s needs. 

Only one person taking bloods from 8.14am causes problems. when seeing 
doctors as they didn't have results, so had to wait around for doctor to get them 
to see if i could have chemo next day. 

We aim to staff phlebotomy with 2 staff at 8am and apologise for the delays you 
experienced and the frustration caused, We are expanding the blood room and 
increasing the staffing levels and this should be finalized in next few months. 

Please can more people be in at 8.00am to take blood. I took my ticket no at 
8.01am having picked up my blood forms at 8.00am my blood wasn't taken 
until 9.00am because only one phlebotomist was present. By then there was a 
very long queue.  It’s hard to get here at 8.00am when you’re ill anyway.  
Thanks 

We aim to staff phlebotomy with 2 staff at 8am and apologise for the delays you 
experienced and the frustration caused, We are expanding the blood room and 
increasing the staffing levels and this should be finalized in next few months. 

Information on the leaflet re *having a bone scan* about the issues re toilet + 
care should be included so we are more aware + better prepared.  The pad I was 
offered is huge - I would have bought my own if pre warned, any hope of a 
smaller pad? 

The leaflets are currently being revised due to changes on the legislation 
regarding radiation exposure. We will take this opportunity to assess the need to 
include more information regarding the precautions when going to the toilet. 
The leaflet mentions about the 2 litres of water required and that the toilet can 
be used as a full bladder is not required for this scan. We always give full 
information after the administration is done as well as provide an instruction 
card with detailed information. Different pad sizes should also be stocked in the 
department and we have reminded staff to ensure this is in storage and if not, 
they should try to arrange an appropriate size from nearby wards.  
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Please remind patients by or via Text the appointment cost less & practice This service is currently being rolled out (June 2019) to all Main Outpatient and 
Rapid Diagnostic Clinics.  

We should have free hot drinks or non-staff people in hospitals. Hot chocolate, 
Tea PG Tips + Coffee also some biscuits + choco biscuits + have Starbucks in 
here.   

Currently we are unable to provide refreshments to patients in the Outpatients 
department due to limited space and an increase in the demand for clinical 
rooms. We have a very high demand for clinic appointments and consequently 
high numbers of patients in our Outpatients department in Sutton. We therefore 
ask patients to use our onsite restaurant which offers a range of healthy food and 
drink options. Food and drink vouchers are available from our Outpatient 
reception for patients who wait for a long period of time due to delays.  

Signage in this hospital is very confusing. I was given an appointment in the 
Day Surgery Unit which was told was on the 1st floor of the Chelsea wing but 
just outside the lift it said on the sign that the Day Surgery Unit is in the 
Marsden Wing! I had a CT scan in the Reuben Imaging Centre and my letter 
told me to go to the 3rd floor of the Marsden Wing, but I couldn't find any lifts 
in the Marsden Wing so asked if i could use the lifts in Chelsea wing but was 
directed to the lift in Granard House and told to go to the 4th floor! When i got 
up to the floor 4 i was behind a locked door which has no buzzer, no release 
button and as it was early on a Saturday there was barely anyone around to see 
me waiting there - why is this a locked door with no way to let anyone know 
you're there? 

We are sorry for the confusion caused are currently reviewing the internal signs 
for accuracy and they will be updated as appropriate. 

Cleaning services must not be done at heavy traffic times in toilet area of cafe 
as patients may need them after a long session of treatment. 

Please be assured that the frequency of cleaning reflects the heavy traffic areas 
and is in line with the national standards of hospital cleanliness in part and 
parcel of our Infection Control process. 

I treat car parking charges as a fine for driving to come by car The charges are levied in order to maintain the car parking areas and are in line 
with other NHS Trusts. 

In the toilets used for Application of small Enemas (I guess, for urine samples 
too) A small shelf would be helpful. 

 Our estates team are currently looking into providing shelves if space allows. 

Given the importance of infection control in the hospital the toilets could 
benefit from taps you don't have to touch. Perhaps contact James Dyson and 
see if he will sponsor fitting his new Tyson Automatic taps within the hospital.  

Healthcare are moving away from sensor taps, as these can contribute to 
increased IPC risks, due to a higher incidence of some bacteria within the 
solenoid, and controls of these devices. 

Having stayed for 5 days at the facility which is very nice but needs a large bin 
in the hall for rubbish accrued from self-catering as bins in rooms too small. 

The bins are emptied daily and there is large 1000 litre bin stored at the rear of 
the building to accommodate any accumulated rubbish. 
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Extremely rude canteen staff especially woman at the till. They need to go 
customer service training courses. 

Please accept our apologies for your experience. We expect all staff to treat 
patients and visitors with the utmost courtesy and respect and this is currently 
being addressed through Learning & Development whereby all staff will be 
attending a refresher customer service course. 

Why is there always a queue at busy times at the cherry tree café? Need a "till" 
only for those buying water, milk, sandwiches etc. so frustrating for patients+ 
nurses/Drs on time pressures.  Cherry tree staff lovely but it is very badly 
organised no efficiency. 

We have a second till on standby for busy times. Unfortunately the area does 
become extremely busy and queues are hard to avoid. 

I was saddened to see this cafe is no longer staffed by humans instead of the 
warm comforting area it was cold unfriendly as where before it was always 
busting - no body was there.  Just a bank of unused machines. When I was 
having Radiotherapy I went there each day before treatment and always got a 
friendly word and a slice with my apple tea. I found the canteen to noisy and 
busy. The RMH is always talking about holistic treatment. Please re staff your 
cafe with that in mind.   

Unfortunately this decision was taken by the Friends to close the area. We are 
currently reviewing additional spaces to offer other services. 

Need counter for payments very misleading.  The Accounts office over November and December 2018 and only moved back in 
at the start of January 2019. We appreciate that this did take some time to 
finalise and adjust to the new environment and how it impacted patient flow. 
Recent feedback has suggested that patients prefer the set-up in the room and 
comment that it is a positive step away from the counter approach. 

Fluorescent lighting not healthy as no artificial light- not good for staff.  Either 
need natural light or non-flickering light source.  Staff excellent- very helpful. 

The room refurbishment tried to maximise natural light going through to the 
patient registration room as well as the cashiers but we are unfortunately a bit 
constrained by the infrastructure of the rooms.  

How reception area does not facilitate more than one client at a time. 
Please note above is not a complaint but just an observation.  

We only have space for one patient registration room in the same location as 
Accounts. We are able to utilise another room in Outpatients and the team are 
now more comfortable with how to manage the situation of more than one 
patient looking to attend the room. We will keep the current limitation in mind 
should any additional space become available as part of the Oak Cancer Centre 
changes. 

Today I had to wait for more than 4 hours to get my biochemical results despite 
the ppu nurses being supportive and chasing up biochemistry still it was a 
frustrating experience. 

We are sorry for the delays you experienced. We note that there were large delays 
with biochemistry that week as the new machines had been installed and =the 
lab staff were receiving training. The new machines are now running well and the 
service is much improved. 
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