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A message from the Chair of 
The Governors' Membership and 
Communication Committee
The Governors are pleased to introduce the 2021 winter edition of 
the Governors’ Trust Matters Newsletter where members will see, 
despite the winter pressures, the many initiatives that are occurring 
to support and strengthen our workforce who are working so hard 
at the moment. We also learn a little about what it takes to run our 
valued, award-winning catering service on page 14. 

COVID-19 continues to be with us and in our ‘Learning from 
COVID-19’ article on page 20, we get a salutary reminder of the 
experience at the hospital in the first and second waves. 

Initiatives to improve patient experience are featured in our pieces 
on the HUSH programme and on communication training for deaf 
awareness. Finally, some good patient experiences are reported 
in two surveys: The National Inpatient Survey on page 11 and the 
Urgent and Emergency Care (UEC) Survey on page 12. 

Dr Jonathan Dossetor
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Welcome 
from the Chairman and CEO

Our improvement journey and our ambition to become the best rural 
District General Hospital for patient and staff experience is tangible. As you 
move around the hospital and speak to our colleagues, there is a common 
goal that is shared by all. At QEH we want to continuously improve, and 
always provide high quality, safe, and compassionate care. 

As we write this latest message, it’s important to reflect on the 
achievements of the previous months where we can see clear evidence 
that the experience of our patients and our staff has improved. 

The purchase of the former Sandringham Hospital is one example of 
our ambition to keep improving, and only recently we celebrated the 
first anniversary of this new unit, which is helping to restore our elective 
programmes. In the space of 12 months, 4,105 patients have benefited 
from this facility. You can read more about this on page 23.

At QEH, we are committed to ensuring that every patient, and their family, 
has a positive experience while in our care.

Despite the challenges of the pandemic, we wanted to take every possible 
opportunity to receive feedback to help inform our improvement journey. 
As such, we were one of only 55 Trusts across the country to voluntarily 
take part in the 2020 National Cancer Patient Experience Survey. The 
results from this survey showed that the experience of patients receiving 
cancer treatment at QEH has improved, and the average rating from 
patients for their cancer care is now nine out of 10. This is a fantastic 
achievement and is further evidence of how we’re providing care and 
treatment that our local communities, and our staff can be proud of. 

There really is so much to celebrate at QEH, and we believe that it’s 
important to stop and reflect so that we can build on these successes. 
Our inaugural QEH Celebration Week held in late November was an 
opportunity to share learning and recognise accomplishments. It was a 
chance to reflect on the many accomplishments that we, as a Foundation 
Trust, have made over the previous year - from loyalty to wellness, diversity 
to improvement, the importance of saying ‘Thank You’ and everything 
in between. We hope that you saw some of the ways in which we were 
marking our very own celebration week across our social media channels. 

Finally, as you walk around our King’s Lynn site, it’s clear that there is 
significant investment underway. 

We’re working hard to be one of the Government’s eight new hospital 
schemes, but we recognise that in reality, the very earliest we would 
expect a new hospital to open its doors would be in 2029.

It’s therefore crucial that we continue to invest in our hospital during this 
time to make sure we provide the best care and experience we can for 
our patients, their families and staff. You can read more about how we’re 
doing this on page four.

We would like to thank all members of Team QEH for their continued 
support and commitment to delivering the best possible care for our 
patients and their families, especially during these very difficult times.

Professor Steve Barnett
Trust Chairman

Caroline Shaw CBE
Chief Executive
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Bringing a new hospital 
to King's Lynn and 
West Norfolk
QEH has submitted two Expressions of Interest for a new 
hospital as part of the Government’s Health Infrastructure 
Plan: Future New Hospitals programme.
One for a single-phase full new build and another for a 
multi-phase development.

While a single-phase new build would cost less and 
deliver much greater benefits, restraints to national 
capital budgets play a considerable part and therefore 
the Trust also submitted one for a multi-phase 
development. A multi-phase development provides 
a scalable option that still delivers some benefits and 
would be a vast improvement to the current estate. 

Submitting two Expressions of Interest will give QEH the 
very best chance of securing the national funding it so 
desperately needs.

Buildings that form QEH are in a desperate state and 
have reached the end of their life - with 57 acrow 
props and 214 timber/failsafe props in 56 areas of 
the hospital, QEH is the most propped hospital in the 
country.

A new hospital that is fit for the future will enable QEH 
to provide outstanding care in world-class facilities 
and meet the demands of the growing and ageing 
population. QEH is ambitious to become the best 
rural District General Hospital for patient and staff 
experience, and a new hospital is central to achieving 
this ambition.

In the meantime QEH continues to take proactive steps 
to maximise safety, including a rolling programme of 
on-site surveys and maintenance as well as £20.6m 
emergency national capital investment in facilities that 
will enable the modernisation of the hospital. In turn 
this will allow the installation of failsafes to reduce the 
risk of RAAC (reinforced autoclaved aerated concrete) 
plank failures which will improve the safety and delivery 
of some services. 

This autumn, preparatory groundwork commenced on 
a new £12.5m state-of-the-art Endoscopy Unit for the 
Trust which will open to patients next spring, subject to 
planning permission.

Currently, a transformation of the former Churchill 
Ward, which formed part of the Fermoy Unit, is 
underway to create a new Outpatient’s Unit which will 
open in January 2022.

Following a public vote we were pleased to announce 
that the unit will be named the Emerson Unit, in tribute 
to a much loved Team QEH colleague Chrissie Emerson, 
a healthcare assistant who sadly died of COVID-19 
in 2020.

A series of ward upgrades will soon commence - 
including a dementia-friendly and advanced postnatal 
wards, as well as the purchase of two new MRI scanners 
which will replace existing outdated equipment. 

Our new Maternity Bereavement Suite is also due to 
open this winter.

The final element of QEH’s approach is doing what 
is necessary to have a fit for the future hospital that 
patients and staff deserve.

As a RAAC hospital, QEH will continue to need 
significant annual investment until such a time as a 
long-term sustainable solution for the hospital can be 
confirmed.

This is why it is so important for QEH to get on the 
Government’s list of eight new hospitals. Our Trust 
Board is very clear that a new hospital is the only 
long-term sustainable solution to the challenges faced. 
The Trust is expected to find out this winter if it has 
been selected to go through to the next stage of the 
assessment process for the Government’s New Hospital 
Programme, with a final decision on the eight new 
hospital schemes to be announced in spring 2022.

So many patients and members of the local community 
are supporting the Trust’s new hospital bid, and the 
e-petition has reached more than 15,000 signatures. 
QEH is aiming to reach 100,000 signatures to 
demonstrate the strength of feeling about the need for 
a new hospital for King’s Lynn and trigger a debate in 
Parliament.

The Trust still has some way to go, so if you haven’t 
had an opportunity to show your support for a new 
hospital, we hope you will, before it is too late. Please 
sign the petition and urge your colleagues, friends and 
family to do the same. It will take less than a minute 
and can be found on the homepage of the hospital’s 
website. In the meantime, QEH continues to focus on 
the development of its Strategic Outline Case which 
will review on and off-site options for a potential new 
hospital - and ensure that if selected for investment its 
schemes are ready to go.
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Our preparations for winter 
The Trust continues to experience significant operational 
pressures and bed occupancy levels remain extremely high. The 
Emergency Department (ED) remains incredibly busy and more 
patients than usual are being seen. 

To ensure QEH is suitably prepared for winter the Trust has now 
executed its winter plan comprising of four main focuses: 

Safely avoid admissions: 

• The Rapid Access Frailty team (RAFT) is opening at weekends 
from 8am to 4pm to support discharges from ED and avoid 
the use of hospital inpatient resources

• Piloting a GP streaming system at the front door which will be 
in place by the end of December

• Same Day Emergency Care (SDEC) is increasing its opening 
hours at weekends to mirror weekday hours - 7.30am to 
11.30pm

Safely create more capacity: 

• All available inpatient capacity across QEH is already open and 
operational

• The absolute focus every day is ensuring there is flow 
through and out of the hospital - with a focus on discharges, 
minimising internal waits and delays, and early escalation of 
blockages

• Introducing a transfer team to help reduce delays in internal 
handovers

• Increasing ward clerk cover to ensure timely ward admissions, 
discharges, and transfers, as well as supporting ward teams 
with non-clinical duties, such as transport booking

Safely reduce length of stay: 

• Focus on reducing length of stay and bringing discharges 
forward to as early in the day as much as possible

• Utilise board rounds to identify the sickest patients to be seen 
first

• Increasing critical care outreach staffing to support the care of 
the most unwell patients and prevent avoidable admissions to 
critical care

• The Discharge Lounge is now open at the weekends from 
9am to 5pm 

Safely support patients on discharge: 

• Increasing the use of the voluntary sector to support safe 
discharge

• Providing discharge transport from 10am to 10pm to ensure 
more timely discharges

• Investing in daily transfer of care hubs to facilitate discharges 
with system partners

The Trust is planning to maintain a full elective surgical 
programme throughout the winter period, which includes the 
Day Surgery Unit and main theatres, the Sandringham Unit is 
planned to remain the Trust’s Green, Elective Surgical Ward.

The Trust continues to treat COVID-19 positive patients, and 
on average is seeing between 15 and 25 patients daily with 
suspected COVID-19. Half of these are confirmed cases and 
about half are being admitted. 

LAMP (loop-mediated isothermal amplification) testing is now 
available to all staff, both clinical and non-clinical - which is a 
more accurate, comfortable and convenient asymptomatic test 
than lateral flow. It only needs to be carried out weekly and does 
not require users to upload their result or obtain a further PCR 
(polymerase chain reaction) test to confirm a positive result. 

The Trust strongly encourages all staff to boost their immunity 
this winter by having the flu vaccination and COVID-19 booster 
as this will help to ensure patients and staff are protected.
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QEH receives Bronze Rainbow Badge Award for LGBTQ+ 
support 
The Trust has received the Bronze Rainbow Badge Award recognising its dedication to improving access to healthcare for LGBTQ+ 
people and creating an inclusive culture for patients, their families and staff.

Earlier this year, QEH became one of just 10 Trusts selected nationally to pilot Phase 2 of the NHS Rainbow Badge scheme which 
benchmarks NHS organisations for their work on LGBTQ+ inclusion. The Bronze, Silver and Gold awards are linked to objectives; 
ensuring Trusts are implementing the relevant staff training, monitoring, inclusive policies and support for LGBTQ+ staff and patients to 
drive a supportive workforce and clinical environment.

The Bronze Rainbow Award recognises a number of actions QEH has taken, including training on the needs of LGBTQ+ service users, 
launching a Transgender Policy, and the Trust’s volunteer-run LGBTQ+ and Allies Network which works to encourage respect and 
equality for everybody working at QEH. Along with the assessment, the Trust received an action plan to support its work to further 
overcome healthcare barriers for LGBTQ+ people.

Nearly 2,000 QEH staff have already signed the pledge to wear the NHS Rainbow Badge. You can follow QEH’s LGBTQ+ and Allies 
Network on Twitter @TeamQEH_LGBTQ.

Standing together and 
speaking out against racism 
We all have a part to play when it comes to creating an inclusive environment and equality, diversity and inclusion are at the heart of 
QEH’s values.

During Black History Month the See Me First initiative launched at QEH and colleagues across the Trust have been taking a pledge 
against racism and wearing a badge of support to show that we belong to an open, non-judgemental and inclusive NHS organisation.

Supported by QEH's BAME and Allies Network, hundreds of colleagues have signed a personalised pledge promising to celebrate the 
diversity of our patients and staff, to call-out discrimination and ensure that our services are open to all. Every staff member who has 
signed the pledge will wear their badge as a symbol of their support.

The BAME and Allies Network meets once a month and helps to educate both colleagues and the wider Trust on how to make QEH a 
more inclusive place to work by developing behaviours and providing a safe space for colleagues to share thoughts and experiences.

Pictured left to right: Chelsea Kirk, Laura Skaife-Knight, Karon Strong, Sally Nederpel and Samuel Jude
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Strengthening support for 
international nurses 
To support the experience of international nurses transitioning 
into work at QEH, we are delighted to share that colleagues from 
the Trust have launched a new staff support group. 

The Supporting International Nurses Group (SING) launched 
on Friday 15 October and offers a range of advice and support 
for nurses joining the Trust from overseas, including a welcome 
pack, peer support, wellbeing advice, local area information and 
the opportunity to take part in social events.

QEH hopes to be amongst the first group of Trusts to achieve 
a Kitemark Award for international recruitment and pastoral 
care, working in line with the NHS People Plan which empowers 
organisations to recruit overseas.

Chelsea Kirk, Equality, Diversity and Inclusion Lead at QEH added: 
“Team QEH is proud to be a diverse workforce and our overseas 
staff make a significant contribution to the Trust. The transition 
into life and work in a new country can be daunting and we 
want to make sure that all our staff feel supported and welcome. 
Ensuring our staff feel supported leads to better patient care.”

Earlier this year QEH was shortlisted in the Nursing Times 
Workforce Awards for the Best International Recruitment 
Experience category. The Trust has also established a dedicated 
pastoral post with the focus of supporting international nurses 
at QEH.

SING will work alongside the existing networks supporting staff 
at QEH including the Indian Nurses in King’s Lynn Network (INK) 
and Filipino Association of West Norfolk (FAWN).

Pictured left to right: Karen McGuire, Alice Webster, Julie Sherwood, Nicola Plaatjies, Helen Munsey, Nisari John, Louise Fountain and Caroline Gisborne
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Supporting Baby Loss 
Awareness Week
In support of Baby Loss Awareness Week, QEH united with families and communities around the world by taking part in the Wave of 
Light event on Friday 15 October in memory of the babies lost during pregnancy, birth or shortly afterwards. Wave of Light takes place 
every year on the final day of Baby Loss Awareness Week as people light candles and leave them burning from 7pm to raise awareness 
and open a space for conversation around baby loss. 

Throughout the week one of the Trust’s trees at the front of the hospital became a memorial tree adorned with butterflies, and staff, 
patients and the local community were encouraged to add names and messages. The Arthur Levin Day Surgery lit up in the distinctive 
blue and pink colours.

With thanks to funds raised through the support of our 
community and our Charitable Fund, building work is currently 
underway to bring a new Maternity Bereavement Suite to QEH. 
Named The Butterfly Suite, the facility will provide a private 
area for bereaved parents to spend time and create precious 
memories with their baby, in a safe and comfortable environment 
separate from the clinical setting.

If you would like to support QEH’s Maternity Bereavement 
Suite Appeal, you can give online or send cheques payable 
to ‘Maternity Bereavement Suite Appeal’ to the Finance 
Department, The Queen Elizabeth Hospital, Gayton Road, 
King’s Lynn, PE30 4ET. In order to make the suite as homely and 
comforting as possible for families, fundraising efforts continue 
to enable the purchase of much-needed furnishings.
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National award for patient 
safety innovation
We are extremely proud to share that QEH has won the Patient Safety Innovation of the Year Award at the Health Service Journal 
Awards 2021, for the pioneering anaesthesia device SAFIRA® (SAFer Injection for Regional Anaesthesia) developed by clinicians at the 
Trust in partnership with Medovate Ltd.

SAFIRA® is an intuitive, revolutionary technology which improves patient safety during regional anaesthesia by limiting injection 
pressure to safe levels thereby helping to protect patients from the risk of nerve injury. SAFIRA® also puts full control in the hands of 
the clinician, allowing it to be a one-person technique.

QEH Consultant Anaesthetists Dr Peter Young, Dr Emad Fawzy, Dr Joseph Carter, Dr John Gibson, Dr Robin Heji and Dr Ben Fox 
worked closely with medical device company Medovate during the development of SAFIRA® to secure the required regulatory 
approvals to launch it on the global market.

The Health Service Journal Patient Safety Awards 2021 ceremony was held on 20 September 2021 at Manchester Central, and 
celebrated 159 finalists driving quality improvement and recognising safety, culture and experience in patient care. The 23 winning 
and 21 highly commended projects showcased life-changing and much needed work pushing the boundaries of patient safety, and 
enhancing care quality for service users.

Dr Frankie Swords, Medical Director at QEH, said: “This is a fantastic achievement for the Trust and I am hugely proud of our teams 
behind this invention. We hope to see this innovation allow many more people to have access to safer regional anaesthesia in the 
future, preventing the need for a general anaesthetic in many cases, which can make a real impact on patient care.”

Caroline Shaw CBE, Chief Executive at QEH, added: “We are delighted to celebrate this amazing achievement for QEH and we are 
very proud of the clinicians behind the development of this ground-breaking device”.

Pictured: Dr Robin Heji (left) and Dr Ben Fox (right)
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Patient care, experience and 
satisfaction improves at QEH 
The 2020 National Inpatient Survey results - published in October 
2021 - show care, experience and satisfaction for patients 
treated at QEH has improved in some areas, but identifies there is 
still more work that can be done.

The survey, conducted by Picker, invited 1,250 inpatients over a 
three-month period. The results have since been standardised 
by the CQC and benchmarked against participating Trusts from 
across the country.

The two main areas where the Trust scored better than the 
national average were:

• Explaining how people will feel after their operation 

• Asking patients for feedback on their care and on how the 
Trust can make improvements

The Trust is now turning its focus to improving in the areas where 
it scored below the national average, which were:

• The perception by inpatients that there were not enough 
nursing staff on duty

• The feeling by inpatients that there was not a clear contact 
within the hospital to speak to if they had worries or concerns 
after they had left hospital

In response to feedback from patients and families, the Trust 
has already introduced a team of Family Liaison Officers who are 
dedicated to helping patients keep in touch with their families 
and loved ones during their stay.

QEH believes that receiving safe and good care should be a 
fundamental part of anyone’s stay or visit. The Trust is working 
in partnership with Healthwatch Norfolk to create a Patient 
Experience Strategy which it will develop with the local 
community in the months to come so that the opinions of 
patients can be incorporated into our continuous improvement 
journey.
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QEH outperforms 
in Urgent and 
Emergency Care 
Survey 
In September, the National Urgent and Emergency Care (UEC) 
patient survey results showed that QEH has outperformed 
similar NHS Trusts in nine out of 10 areas patients rated. This is 
great news for patients and is a testament to the hard work and 
determination of UEC teams.

The results are even more impressive considering they were made 
during the context of the operational challenges during the 
pandemic.

These results were achieved amid huge pressures facing the Trust's 
Emergency Department (ED). September and October 2021 were 
incredibly challenging with 35.47% and 37.74% of patients 
waiting more than four hours respectively, but improvements for 
the Trust's ED are a high priority in our hospital’s future plans.

Caroline Shaw CBE, Chief Executive at QEH commented: “These 
are fantastic results. I am delighted that patients’ experience of 
our ED has significantly improved over the last two years. I’d 
like to thank all colleagues who work in our ED and teams from 
across the Trust for their continued focus on providing the best 
possible care for our patients.”

“This survey demonstrates we are a step closer to realising our 
ambition to become the best rural District General Hospital for 
patient and staff experience.”

Of those included in the survey:

• 99% of patients say they have enough 
privacy when they are being examined

• 99% of patients say they waited under 
four hours to be examined by a Doctor or 
Nurse

• 98% of patients say they understood their 
test results

• 99% of patients say our ED was very or 
fairly clean

• 95% of patients say the Doctor or Nurse 
explained what would happen next

• 97% of patients were told about the 
purpose of medications

• 96% of patients say they have enough 
time to discuss their condition with a 
Doctor or Nurse

• 96% of patients say our Doctors and 
Nurses listen to them

• 96% of patients say they have confidence 
in our Doctors and Nurses

• 95% of patients say they have enough 
privacy when discussing their condition
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QEH plays instrumental 
role in study of Novavax 
COVID-19 vaccine 
QEH played an instrumental role in the study of the Novavax COVID-19 vaccine (NVX-CoV2373) which has efficacy of 89.7% against 
SARS-CoV2. 

In September, a final analysis of a Phase III trial showed that two-doses of the Novavax vaccine administered 21 days apart was found 
to be safe and 89.7% effective against symptomatic COVID-19 caused by both the Alpha and non-Alpha variants (which represent 
strains most similar to the original virus). The study also demonstrated that initial vaccine side effects were mostly mild and temporary. 

The study was conducted at 33 sites across the UK, including Norfolk, with 27% of the 15,000 participants being aged 65 and over, 
and 44% having coexisting illnesses. 

Novavax has filed for approval of its COVID-19 vaccine in the UK, with other global regulatory submissions following shortly. The UK 
has ordered 60 million doses of the Novavax vaccine pending its approval.

Governors' Council Elections
Following the interim Governors' elections this summer, the Trust 
warmly welcomed the new Governors onto the QEH Governors' 
Council: Leanne Kendrick as Staff Non-Clinical Governor, Barry 
Hunt as Public Elected Governor Cambridgeshire, Sara Shaw 
as Public Elected Governor West Norfolk and Councillor Lesley 
Bambridge Appointed Governor Norfolk County Council. 

On 15 November 2021 we again invited staff and Members of 
the Foundation Trust to nominate themselves as a Governor to 
represent their constituency, as part of the three-year cycle of 
Governor Elections. Nominations close on 15 December 2021 
and voting packs will be distributed on Friday 7 January 2022. 
The successful candidates will be announced on 28 January 
2022.

 
 

The Governors’ Council is made up of QEH clinical and non-
clinical staff, Staff Governors, Appointed Governors and Public 
Elected Governors from the communities served by the Trust. 
The Governors represent the interests of the Foundation Trust 
members and partner organisations and guides and influences 
decisions about spending and developing services. The 
Governors’ Council is responsible for appointing the Chair and 
Non-Executive Directors to the Board of Directors and sets the 
remuneration of the Chair and Non-Executive Directors.

The Governors’ Council has a responsibility for sharing 
information about key developments with the NHS Foundation 
Trust members and other partners, for example, by providing a 
link between the Trust and local GP Practice Patients’ Groups.
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Neuza
A DAY IN THE LIFE OF

In her role as Retail Catering 
Manager, Neuza Russell runs the 
Trust’s Hub Café, as part of our 
award-winning Catering team 
which delivers over 550,000 
meals for our patients every year. 
Together with her dedicated team of catering and service 
assistants, Neuza plays an important role in keeping our staff 
and visitors fuelled and caring for our patients.

8AM
I start the day by checking my emails, answering any enquiries, 
and then I take a look at our staff rotas for the week. I keep a 
rota two-three weeks ahead, balancing any leave requests and 
ensuring any gaps are filled to ensure we have enough staff 
equipped to keep The Hub open and serving our staff and 
patients.

9AM
To keep the café supplied we receive deliveries several times 
per week, so one of my daily morning tasks is to carry out a 
check of our stock levels and make sure that we’re ordering 
the right quantities to keep the café replenished. 

Once this is done, I receive a handover of change for our 
tills from our Finance team. Later in the day I’ll need to work 
through the receipts and check all money is accounted for in 
order to report back to our Finance team.

10AM
I oversee the work of a brilliant team of around 20 colleagues 
who work across our Retail and Hotel Services teams and we 
are all passionate about the important role we play in caring 
for our patients. I take a moment to arrange several appraisals 
which are due, arrange some training, and I take a look at the 
requests I’ve received for annual leave. 

It’s then time for our monthly team meeting so I join our Head 
Chef and Catering Manager to lead this opportunity to keep 
our team of Supervisors informed about forthcoming plans 
and the developments taking place across the Trust. We’re 
really proud that our Electronic Meal Ordering System has 
now been rolled out across the majority of our wards. This 
is a brilliant achievement for our team because it has really 
improved patient experience, enabling our patients to view 
visual menus tailored to their individual dietary requirements 
on a tablet. This then links back directly to the team which 
enables us to work more efficiently.

11AM
I have a quick catch up with Chelsea Kirk, the Trust’s Equality 
Diversity and Inclusion Lead to hear about the work taking 
place with the QEH BAME Network, and then I give a short 
training session for our Hotel Services Admin Assistant on the 
system we use to share our daily menus with colleagues. 

11.30AM
As we approach lunchtime, I take a walk around to check 
the food is ready for our lunch service and carry out HACCP 
(Hazard Analysis and Critical Control Point) safety checks. This 
is really important and involves taking hourly temperature 
checks on our food to make sure that we are monitoring its 
safety for our patients. 

RETAIL CATERING MANAGER

Russell
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The Hub has three services per day - breakfast, lunch and 
supper, but Friday lunchtime is our busiest day so I spend the 
next few hours stepping in and supporting our Supervisors 
wherever an extra pair of hands is needed - serving food, 
stepping behind the till, and helping to keep our dining area 
clean and tidy.

2PM
I take a short break and catch up on some work relating to 
the Management Level 5 Apprenticeship that I’m working 
towards. I then take a look at the events coming up at QEH 
which will require catering. My role involves liaising with 
the chefs and meeting any catering needs for events and 
meetings. To make this service as safe as possible during the 
COVID-19 pandemic we’ve made changes to reduce the 
risk of contact when the food is served such as individually 
packaging and labelling items, and adapting the way we 
deliver the food.

3PM
This year we’re hoping to have a Christmas dinner option 
available for our patients and staff every day for at least 
two weeks over the Christmas period, and work is already 
underway. It’s unlikely we’ll be able to organise larger events 
due to the restrictions still in place as a result of COVID-19, 
but we still want to make it as special as possible so I take a 
moment to check in on the preparations for the order.

4PM
Before I hand over to our evening staff, I turn my attention 
to the tills and takings for the day before checking into my 
emails once more to ensure all paperwork is complete.
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"I'm #ProudToBeTeamQEH because I have 
been here on and off since the year 2000 when 

I was 18 years old. This is the place that taught 
me to be an adult, taught me my values and 

taught me how to care for and love others. I am 
truly proud to be part of the QEH family."

Emma Skulski
Student Associate Audiologist

Celebrating the 
dedication and 
team spirit of our 
staff 
Earlier this year we launched a campaign to highlight the enthusiasm and 
team spirit of Team QEH. 
Team QEH is a diverse community of dedicated individuals working across a vast field of specialisms 
who are bound together by their passion for providing the highest standard of care for our patients. 

#ProudToBeTeamQEH celebrates their unique role, highlights their stories and perspectives and 
demonstrates how each and every one of our colleagues has a vital part to play in delivering safe 
and compassionate care for our patients.

"I'm #ProudToBeTeamQEH because it has 
been humbling and satisfying to be part of 
the vaccination programme and be part of 
history. We're working to ensure patients 
and staff are vaccinated as soon as 
they can be."

Alyson Lacey
Vaccination Hub General Manager
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"I'm proud to provide good customer service to 
my colleagues and visitors, and help in any way 

I can when assisting on the Estates helpdesk"

Kate Flaxman
Estates and Domestic Administrator

"I'm proud to be a part of the 
successful QEH team especially as 
a member of the ITU team which 
managed to prove themselves as 

heroes throughout the pandemic. 
We're all geared up to fight together."

Srishti Mathews
Registered Nurse

"I'm #ProudToBeTeamQEH because my team 
make me feel part of a family. 
We are non-judgemental"

Matthew Pearson
Healthcare Assistant/Theatres

You can read more by following the hashtag #ProudToBeTeamQEH on our 
social media channels, @TeamQEH.
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Breaking the 
stigma around 
Menopause
We’re passionate about making QEH an even better place to work and 
our commitment to Menopause awareness as a certified Menopause-
Friendly Employer is part of our wider staff engagement programme to 
improve wellbeing support.

Earlier in the year we committed to a new policy outlining Menopause 
support for our staff and we are delighted to be building on this 
important work and announcing our brand new team of QEH 
Menopause Champions. 

QEH Menopause Champions are members of staff who are advocates 
for Menopause awareness and passionate about going that extra mile to 
support their colleagues. 
The team are on-hand to listen and give advice to those experiencing 
the Menopause and to those wishing to gain advice to support others. 
77.6% of QEH’s workforce is female, and 12% of those are within the 
45 - 50 age bracket. We are extremely proud that QEH became the first 
NHS Trust in the UK to state our clear package of support in place to 
prospective employees on every job advert we release. Our ambition is 
to become a national leader in the NHS for Menopause awareness and 
hope to share our approach to inspire other organisations to follow.

QEH’s commitment to our Armed Forces community 
QEH is committed to ensuring everyone is included and 
represented, this includes working to ensure those who serve, or 
have served in the Armed Forces, and their families, are treated 
with fairness and respect.

In July 2020 the Trust was awarded the Gold Employer 
Recognition Scheme (ERS) Award which recognises the support 
and policies put in place for members of the Armed Forces and 
their families to join our staff team. 

QEH has also been getting active with the Step Into Health 
programme, which recognises the benefits of employing 
members of the Armed Forces community. In 2020 the Step Into 
Health Awards recognised QEH Medical Engineering Technician 
Dave Huggett who served as a Technician in the RAF for 29 
years. Dave has become the Trust’s Service Leavers Champion, 

working to inspire and guide others, and offering valuable 
support to managers when considering an Armed Forces 
candidate. 

Most recently, the Trust was awarded Veteran Aware Hospital 
status for its work to support patients who are members of the 
Armed Forces community. This is the first of many steps as the 
Trust works more closely with colleagues, patients and external 
organisations such as The Bridge for Heroes, Defence Medical 
Welfare Service, 254 Medical Regiment, and East of England 
Ambulance Trust, to improve the care it provides to those with 
Armed Forces connections. QEH is now one of 71 members 
of the Veterans Covenant Healthcare Alliance and is part of a 
growing number of NHS Trusts gaining this accreditation.

Armed Forces
network

Pictured: Menopause Champions, Sally Nederpel and Stewart Nimmo
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Filipino staff celebrate 
milestone anniversary
Colleagues who were among the first cohort of Filipino nurses to join Team QEH have marked 20 years of service at the Trust.

Maria Parker, Lourdes Verdad, Leah Bedeser, Genissis Bedeser, Leona Latay, Malu Hawkes, Maricel Tolentino, Eric Hernandez, Brenda 
Balauro and Merwyn Agcaoili were among the 22 nurses who joined Team QEH in 2001, bringing their expertise to a number of 
different areas across the Trust including Theatres, our Emergency Department, Endoscopy and the Trust’s Digital team.

The group named themselves Singapura Batch 2001 and celebrate their anniversary every year, recognising the families formed and 
the new generations which have emerged.

Leah Bedeser, one of our Theatre Practitioners added: "Being part of Team QEH makes us feel grateful for the opportunities that 
enable us to grow personally and professionally, at the same time we are feeling proud when working alongside our fantastic 
colleagues, and surrounding ourselves with friendly faces in the hospital."

Happy anniversary and thank you for all you bring to Team QEH!

Working towards obtaining the 
‘Carer Friendly Tick Award’ 
We are working towards obtaining the ‘Carer Friendly Tick Award’ for the support we offer to carers who come to hospital. 

We're focussing on ensuring that staff know who to turn to if they come across carers during their working day as well as providing 
the support required for colleagues themselves. On average in the UK one in three NHS staff members are unpaid family carers 
themselves. 

Alice Webster, Chief Nurse, and Emma Harrison, Patient Experience and Public Involvement Lead, are both leading this campaign and 
have put themselves forward as ‘Carers Champions’ - offering support and advice to staff to be able to refer patients to the correct 
organisation and making them aware of information available to help them make informed decisions.

Pictured: The first cohort of Filipino nurses to join Team QEH
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Publishing our learning from 
COVID-19
In October the Trust published its ‘Learning from the COVID-19 
pandemic’ report into suspected transmission of COVID-19 to 
389 patients while being treated at QEH.

The report concluded a four-month reflective period in which the 
Trust contacted each patient who definitely or likely contracted 
COVID-19, or the next-of-kin for patients who sadly died after 
contracting COVID-19 in the Trust’s care.

QEH told those individuals impacted that the Trust is committed 
to getting it right for patients and their families and are 
committed to implementing the important learnings from this 
report.

The Trust received widespread praise for the Duty of Candour 
exercise. Findings from the report included: 

1. Communication must be further strengthened between 
patients, their loved ones and those delivering care

2. The management of Infection Prevention and Control needs 
to be everybody’s business - with PPE, distancing, and other 
safety requirements still necessary to prevent the spread of 
the virus

3. The Trust has more work to do to ensure patients receive 
care on the ward that best meets their individual needs first 
time more often - preventing multiple and unnecessary ward 
moves which too often results in a poor patient experience 
and leads to a breakdown in communication between the 
hospital, patients and their families

4. Tablets and smartphones were invested in and facilitated 
virtual visiting for patients in our care and the continued 
use of these has presented opportunities for families some 
distance away to talk with their loved ones

The report has since been shared with all affected patients and 
next-of-kin and is available on the Trust’s website.
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Communication 
training with 
West Norfolk Deaf 
Association
Tracy Corbett, one of the Trust's Public Elected Governors and 
a Freedom to Speak Up Champion, attended Communication 
training along with a small group of colleagues to understand 
some of the problems faced by people with a hearing difficulty 
when visiting the hospital.

Tracy and the other members of the group either had their ears 
covered with the material used to make ear moulds or amplified 
by crescendo devices, as if wearing hearing aids, and set off 
around the hospital to experience first-hand what it’s like to have 
hearing difficulties: 

“Our feet seemed to clomp noisily down corridors and 
colleagues appeared unsure how to react to them. In a corridor 
full of people, they could see conversations but could hear 
nothing; a bit like landing on a different planet.

Silence was everywhere; trollies did not rumble and you suddenly 
notice someone behind you which can make you jump! All the 
time, you feel as though you are shouting because you cannot 
hear your own voice.”

Tracy found her glimpse into the world of someone with a 
hearing difficulty fascinating and she welcomes that the Trust is 
taking deafness seriously adding:  
“A hospital that can be aware of these challenges to people is 
going to be a more caring place to be in, both for patients and 

staff and hearing is just a start. 
All disabilities should be 
recognised and the more that 
is done to train all staff and 
volunteers via ‘walk in my shoes’, 
the better the experience for 
everyone.”

This is just one of the 
initiatives QEH is taking to improve 
the experience for patients with 
hearing impairments.

Other improvements include customised 
tablets at the Front Desk, Pharmacy and 
Audiology and improved signage using 
pictorial diagrams to give direction around 
the hospital.

Pictured: a selection of staff from QEH and West Norfolk Deaf 
Association (main),  Kate Petch (top right) and Tracy Corbett, Governor 
(bottom right)
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‘HUSH’ campaign launches to 
help patients sleep better 
QEH has launched a new campaign to help patients have a 
better night’s sleep and improve overall patient experience. 

Helping you Sleep Healthier (HUSH) introduces a ‘Hospital at 
Night’ mode with small changes to minimise noise at night as 
much as possible, including lowering speaking levels, dimmed 
lighting, and lower usage of electronic devices.

Many studies show that sleep is incredibly important to health, 
with a lack of sleep negatively affecting thinking, memory, and 
emotional wellbeing. Despite the best efforts of hospital staff, 
wards can be very noisy places due to a number of factors, often 
leading to broken and unsatisfactory sleep for many patients.

Dr Steve Green, Clinical Psychologist, at QEH said: “The benefits 
of good sleep are well documented, and while an occasional 
poor night is unlikely to have any long term consequences, 
just one bad night can negatively affect thinking, memory, and 
emotional wellbeing. 

“For patients staying in hospital over a long period of time, 
repeated episodes of poor sleep, exacerbated by night time noise 
and ward practices, can begin to have a detrimental effect on 
health and recovery. Long term poor sleep patterns have been 
associated with increased risk of heart disease, stroke, diabetes, 
dementia and depression.”

Emma Harrison, Patient Experience and Public Involvement Lead, 
said: “We know that sleep is important for recovery and general 
wellbeing, it is therefore essential that we are all doing what we 
can to help our patients to sleep whether it is turning off lights at 
an agreed time, speaking more quietly or the patients themselves 
helping us by turning off their electronic devices. Hospital 
environments are by their nature busy but that is not to say that 
we can’t do our best to support our patients to have a good 
night’s rest to help them to recover from their reason for being in 
hospital and benefit their overall wellbeing.”

Pictured left to right: Leanne Kendrick, Governor; David Close; Jayne Johnson; Charles Thomas; 
Alice Webster; Samuel Jude; Adrian Debney and Emma Harrison
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Sandringham Unit celebrates 
one year anniversary
The Sandringham Unit - the hospital's elective surgical unit - 
celebrated its one-year anniversary on the 10 November 2021, 
and has been instrumental during the Trust’s fight against the 
second wave of COVID-19 by providing a dedicated facility for 
urgent surgery to continue and is critical to our elective recovery 
programme and addressing the waiting times that have built up 
during the pandemic.

The former private hospital became part of the estate in 
September 2020 at the height of the COVID-19 pandemic and in 
the space of 12 months 4,105 patients have benefited from this 
superb facility.

The unit, which was operationalised within four weeks of 
the purchase, has been an elective surgical ward during the 
pandemic, which enabled clinically-urgent surgery to continue. 
Offering an additional 28 beds and a further two operating 
theatres, this facility is an integral part of our elective recovery 
programme. 

The Surgical Pre-Assessment team completed their move into 
the unit on 28 October 2020 and the dedicated facility meant 
that moving forward all patients could go to one place for their 
surgical pre-assessment bringing this important service under one 
roof.

Kari Caley, who was one of the first patients to use the new 
facilities at the unit back in November 2020, was impressed with 
the then new service and commented: “The Sandringham Unit 
was really lovely and the staff were very caring and welcoming - 
overall I’m happy”.

The acquisition of the Sandringham Hospital was a really 
important strategic development for the Trust and one which has 
hugely benefited patients and the local community.

The unit was formally opened on the 18 June 2021 by the then 
Secretary of State for Health and Social Care, The Rt Hon Matt 
Hancock MP, while visiting the hospital to receive an update on 
the progress the Trust has made on its journey of improvement. 

Since opening, the unit has received positive feedback from 
patients.

Feedback gathered through the anonymous Friends and Family 
Test, includes:

‘Absolutely first-class care from start to finish. Nothing too much 
trouble.’

‘Staff all great couldn’t do enough for me and all most helpful 
and very prompt if asked for anything.’

‘Superb stay. So kind and thoughtful. Put me completely at ease.’

The unit will remain an integral part of our winter plan as the 
hospital heads to its busiest months of the year. The Trust 
is planning to maintain its full elective surgical programme 
throughout the winter period, which includes plans for the unit 
to remain a Green, elective surgical unit. 

It is hoped that in the future the Trust will also be able to use 
the site to offer a small private practice which will generate 
additional income for the Trust to be reinvested into NHS services 
- a model used by many NHS Trusts across the country.




