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Welcome
FROM STEVE & CAROLINE

Welcome to the Summer edition of Trust 
Matters. We know it’s been a while since 
we sent an edition of Trust Matters and 
since then a lot has happened including 
the COVID-19 pandemic, the launch of our 
five-year Corporate Strategy and we have 
celebrated our 40th birthday. 

The COVID-19 pandemic has had a 
profound effect on the way we deliver 
healthcare and in some cases, the changes 
we introduced at pace during the height 
of the pandemic, will now become the 
normal way we deliver some services going 
forward. We have included a full round-up 
of our response to COVID-19 later in this 
edition. We also want to say a huge thank 
you to our local community and all the local 
businesses and individuals who really went 
above and beyond to support us during 
the height of the pandemic - we would not 
have got through it without you - thank you 
so much. 

Despite the pandemic, we have continued 
to move forward and we recently launched 
our five-year Corporate Strategy. The new 
strategy provides us with a clear plan for 
the future and a roadmap for exiting special 
measures. 

Finally, we have included a round-up of the 
results of the recent national Inpatient and 
Cancer Patient Survey results. The Inpatient 
Experience Survey results make for difficult 
reading for our Trust, but we know since 
the survey was undertaken back in the 
summer of 2019, we have put in place a lot 
of things to improve patient experience. The 
Cancer Patient Survey is much more positive 
and really highlights the important role 
of our Specialist Cancer Nurses. We share 
more on this later in the magazine. 

Finally we want to say a huge thank you 
to you all for your support over the last 
few months. It really has meant the world 

to us. We hope you enjoy this edition of 
Trust Matters and if there is anything you 
would like us to include in future editions, 
please do not hesitate to contact the 
Communications and Engagement Team by 
emailing communicationsqeh@qehkl.
nhs.uk

Best wishes,

Prof Steve Barnett  
Trust Chairman

Caroline Shaw CBE 
Chief Executive

Hello
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ROADMAP
OUR

TOOutstanding:
In June we launched our new five-year Corporate Strategy. A clear 
strategy, vision and mission have not been in place at the Trust for 
some time, and our 2019 CQC inspection highlighted this as a clear 
area of weakness.

The launch of our strategy means that we now have a clear 
roadmap of what we are looking to achieve and how we are going 
to get there. This document will allow you to hold us to account for 
the actions we have said we are going to take and provide our staff 
with clarity on our future.

It’s against the five-year strategy that we will develop our areas of 
focus and our priorities for each year. Our strategy will become our 
‘compass’ and will guide our decision-making, which incorporates 
the overall direction of travel for the Norfolk and Waveney health 
and care system.

This is a big step forward for our Trust on our continuous 
improvement journey, and its evidence-based approach means 
that we know our objectives will support the health of our local 
communities, targeting support where it is most needed.

We would like to thank everyone who has contributed to the 
development of our new strategy. We hope you will agree that the 
result is an ambitious but achievable strategy that has our patients 
and our communities at its heart.

In summary, our strategy is Quality, Engagement and Healthy Lives 
or QEH for short and covers six strategic objectives (see page right):

Our vision is to be the best rural 
District General Hospital for patient 
and staff experience.

Vision

Working with patients, staff and partners 
to improve the health and clinical 
outcomes of our local communities.

Mission
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INTRODUCING
OUR NEW STRATEGY

STRATEGIC  
OBJECTIVE 

To consistently 
provide  
safe and 
compassionate care 
for our patients and 
their families. 

Executive Lead:  
Chief Nurse

 
 

STRATEGIC  
OBJECTIVE 

Modernising our  
hospital (estate, 
digital infrastructure 
and medical 
equipment) to 
support the delivery 
of optimal care. 

Executive Lead:  
Chief Operating 
Officer

 

STRATEGIC  
OBJECTIVE

Strengthening staff 
engagement to 
create an open 
culture with trust at 
the centre. 

Executive Lead:  
Deputy CEO

 
 
 

STRATEGIC  
OBJECTIVE 

Working with 
patients  
and system 
partners to improve 
patient pathways 
and ensure future 
financial and clinical 
sustainability.

Executive Lead: 
Director of 
Finance

STRATEGIC  
OBJECTIVE

Supporting our 
patients  
to improve health 
and clinical 
outcomes. 

Executive Lead:  
Medical Director

 

STRATEGIC  
OBJECTIVE

Maximising 
opportunities for 
our staff to achieve 
their true potential 
so that we deliver 
outstanding care.

Executive Lead: 
Director of HR

1 2 3 4 5 6

Alongside our new five-year Corporate Strategy, we also have a new brand 
that will mark the start of a new era and new image for QEH.

Having a strong, consistent brand helps professionalise our image and will help our  
patients, community, stakeholders and you identify QEH easily. It will 
strengthen the pride we and our local community already have 
in our hospital.

The new brand incorporates the very best of the 
area we call home, using colours to represent 
the community we serve:
• Blue to represent the sea
• Yellow to represent the many 
beautiful beaches we are so lucky 
to enjoy
• Green to represent the fields 
and forests that surround our 
area
 
Over the coming weeks 
and months we will be slowly 
introducing our new brand so you 
will start to see it across the site and 
everything we produce (including this 
edition of Trust Matters) soon.

Our New brand
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RESULTS
Earlier this year the Cancer Patient Experience Survey results were published. 
For our Trust and the cancer patients we have looked after, the responses are 
broadly in line with national averages - which is good news and encouraging 
and positive.
There are some specific areas that we are really proud of 
as a Trust, as we have performed better than expected and 
outperformed many other Trusts in two areas:

• Patients finding it quite or very easy to contact their Cancer 
Nurse Specialist (CNS) - 90% of our patients said they felt this 
compared to 85% nationally

• Patients also said that they felt they had all the information 
they needed before they had an operation related to their 
cancer, with 99% of those patients surveyed saying this, against 
96% nationally

These two results show the significant impact our CNS team 
have on patient experience and shows how good, consistent 
communication is key to excellent patient experience.

However, there are a few areas in the survey results where we 
have more to do, if we are to continue providing high quality 
care to our patients, including:

• Patients being told they could bring a friend or relative when 
they were first told they had cancer - only 71% of the patients 
surveyed said this had happened against a national average of 
77%

• Only 77% of patients said they had trust and confidence in 
the Doctors treating them, against a national average of 84%

• GPs given enough information about the patients’ treatment 
or condition - 91% said they had enough against a national 
average of 95%

These results show that the work we are doing around our 
improvement programmes, including Getting it Right First Time 
(GIRFT), leadership development and making improvements to 
our pathways of care are vital if we are to deliver services that 
meet the needs and expectations of our patients.

The areas we need to make improvements broadly come back 
to getting the fundamentals of care right, and this means all of 
us communicating regularly and providing compassionate care. 
These will continue to be areas of focus for us for the rest of the 
year and into 2021.

PATIENT SURVEY
INPATIENT & CANCER



Inpatient Survey 
results in brief
The survey highlights that we need to focus on: 

Care and treatment
• Making sure patients have confidence in those 

treating them

• Giving patients the time and opportunity to 
confide in staff about their fears and worries

• Making sure we do what we say we are going 
to do and give patients enough information 
about their care and treatment

Discharge
• Ensure that patients and their families are given 

enough notice about discharge 

• Making sure patients have enough information 
on discharge

• Reducing discharge delays
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Each year our adult inpatients are surveyed about their 
experience in our care. 

Our 2019 Inpatient Experience Survey results were 
published earlier this summer; sadly they do not show the 
improvements we would hope to see if they undertook the 
survey today.

We know there are many examples of good care across 
QEH. However, we also know from the patient feedback 
we receive that we don’t always consistently deliver the 
compassionate and personalised care that we would all 
expect our own loved ones to receive.

Our new strategic objectives in our recently-published 
Corporate Strategy - ‘To consistently provide safe and 
compassionate care for our patients and their families’ - 
recognises the need for us to continually focus on patient 
experience and this will be a key area for us over the next 
12-months. 
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TO RECOVERY
COVID-19: FROM PANDEMIC

The last five months have been 
unprecedented for the NHS and for our 
Trust and COVID-19 has changed the 
way we deliver healthcare forever. 
For our Trust it has seen us implement at speed a number of 
changes to how we do things, which will now become the new 
normal. This includes the continued use of virtual appointments 
– previously we were doing 300 a month and now we are doing 
1,200 per month. This change will reduce the need for patients to 
travel to the hospital – which due to our rurality can often be long 
and cumbersome – making use of this technology will mean fewer 
patient journeys which has got to be better for patients and our 
environment. 

We also introduced virtual visiting using smart phones and tablets 
for our patients when visiting was suspended. This will now become 
business as usual, even when normal visiting is resumed. This will 
particularly help those patients who don’t have family who live 
nearby or those with families who do not have transport or who are 
frail. The introduction of virtual visiting has gone down really well 
with staff and patients. 

Our Friends and Family Test (FFT) was also taken online for the first 
time as part of our COVID-19 response – starting as a trial on our 
maternity wards using QR codes, this is something that we will 
implement further when our paper card FFT contract is up next 
year. It proved very popular with new mums and dads who could 
complete the form at a time that best suited them. 

COVID-19 has also seen us strengthen our staff engagement and 
wellbeing offering – you can read more about this on the next page 
– but we have focussed on rapid improvements to help our staff in 
the shorter-term and also implemented some longer-term things to 
help with mental health that will be invaluable as we continue to 
move further into our recovery plans. 

We are now firmly into our recovery phase and in line with the latest 
NHS guidance, aiming for:

• At least 80% of last year’s activity for overnight electives and for 
outpatient/day case procedures in September and 90% in October

• A return to at least 90% of last year’s levels of MRI/CT and 
endoscopy procedures, aiming to reach 100% by October

• 100% of last year’s activity for first outpatient attendances and 
follow-ups (face to face or virtually) from September

This reduced activity will help us maintain social distancing measures 
for staff and patients alike but also allow us to undertake the 
necessary cleans between patients too. 

We are also finalising plans for how our estate will accommodate 
COVID-19 and non COVID-19 areas in the longer term over the 
coming weeks. 

COVID-19 has been a challenging time for everyone but it has also 
provided opportunities that will improve patient care and experience 
forever.



Since the COVID-19 outbreak in April, 
we continue to invest in looking after, 
listening to and caring for Team QEH 
staff.
We have strengthened our staff health and wellbeing and staff 
engagement programme to ensure our staff feel supported with 
a package of emotional wellbeing support, led by our Clinical 
Psychology Team. 

Recognising the heightened concern and anxiety from our 
international staff and Black, Asian and Minority Ethnic (BAME) staff, 
we have strengthened our communications and support for these 
colleagues and have introduced a new BAME staff network, which 
is led by our Deputy Medical Director and Deputy Chief Nurse. In 
addition to this, a new LGBT+ Network is also being formed which 
is a welcome addition to our Staff Networks, which are central to 
our success as an organisation, ensuring a diversity of experience 
and thought.

We have made rapid changes in response to staff feedback, funded 
by our COVID-19 Just Giving Fund and Charitable Fund, including 
upgrading our staff changing rooms, rest rooms and Consultant 
Coffee Room and continuing small gestures to keep staff well-
nourished and hydrated, including boxes of food and drink to the 
yellow zones daily, free microwave meals to The Hub daily, and 
a free hot drink and cake over the Bank Holiday weekend, new 
outside benches, air conditioning units for our staff working in the 
Medical Records Library and new health & wellbeing literature  
within the Knowledge Library.

The support from our local community has been overwhelming over 
the last few months. We now have over £57,000 in our COVID-19 
fund, which is already being used to further improve patient 
experience and to maximise support for QEH staff. 

Special thanks must go to:  

Norwich City Football Club, who sent us signed football shirts for 
each of our wards to show their support

Michelin-starred chef, Galton Blackiston who showed appreciation 
by cooking for patients and staff at QEH

The Victoria Inn at Holkham, The Dabbling Duck at Great 
Massingham, The King’s Lynn and Downham Tandoori, and 
The Hog Roast Company for providing thousands of meals for 
staff during COVID-19 

Chef Charlie Hodson, Michael Chamberlain and Sam Proctor 
for participating in a Kitchen takeover cooking a two course meal 
for staff

Tesco and Morrisons for providing self-care and food items

We are incredibly grateful for this fantastic support, which has 
inspired us all, when we needed it most.

There are many positive changes that will improve staff experience 
as we return to a new normal. This includes more frequent staff 
surveys and a new digital solution for getting staff feedback.
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KEEPING OUR STAFFHEALTHY 
& WELL

KEEPING OUR STAFF

Pictured: Our Yellow ED staff take part in weekly Clap for 
Carers event
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Two teams from QEH have been 
shortlisted for national awards. 
Our Same Day Emergency Care (SDEC) team has been shortlisted 
for three awards in a Government awards scheme recognising 
transformation programmes in Government-owned workplaces.

The team is up against other prestigious workplaces such as 
borough councils, police, the Ministry of Defence and other NHS 
employers in three categories; Efficiency in the Property Portfolio, 
Best Use of a Solution and the Special Recognition categories in the 
Government Property Agency Smarter Working Awards.

SDEC was launched to reduce pressure in our Emergency 
Department by streamlining the initial assessment and admission 
of patients, enabling our patients to get the treatment they need 
more quickly. Open for 18 hours a day, the unit sees an average of 
60 patients a day. Patients who use this service are often discharged 
quickly without a prolonged stay in hospital.

The Rapid Assessment and Frailty Team (RAFT), an amalgamated 
team of colleagues from the QEH, Norfolk Community Health and 
Care Trust and West Norfolk Clinical Commissioning Group, are 
finalists at The Patient Safety Awards 2020.

Hosted by the Health Service Journal (HSJ), the awards get hundreds 
of entries every year, aiming to recognise the very best in safety, 
culture and patient care, with the RAFT team being selected as 
finalists for the “Improving Care for Older People Award.”

The Rapid Assessment and Frailty Team provides a seven-day 
assessment service to cover all emergency areas. The team consists 
of Nurses, Occupational Therapists, Physiotherapists, Paramedic 
and Assistant Practitioners, who are all working to reduce patient 
admissions and support patients to be discharged back into the 
community. The style of assessments used by the team have been 
designed to improve patient experience for older patients by 
reducing the number of clinicians involved in their care.

We wish both teams’ lots and lots of luck!

NATIONAL 
AWARDS

QEH TEAMS SHORTLISTED FOR

Pictured: Our Same Day Emergency Care (SDEC) team
(taken before the COVID-19 pandemic)
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This year, on July 22, The Queen 
Elizabeth Hospital celebrated 40-years of 
service to the local community.
As the largest employer in King’s Lynn, the QEH is an important part 
of the local landscape, employing multiple generations of staff from 
the same family and igniting life-long careers for hundreds of local 
people.

While we were not able to celebrate in the way we hoped due to 
COVID-19, we did still manage to celebrate our staff and the great 
work they do for our patients and we were lucky enough to get a 
royal visit along the way. 

Their Royal Highnesses, The Duke and Duchess of Cambridge joined 
our Chairman, Professor Steve Barnett, CEO, Caroline Shaw and 
a cross section of our staff for a special tea party to mark our 40th 
birthday and the 72nd birthday of the NHS. It was lovely to have 
such a special visit to mark our big birthday. It was a very proud day 

for staff. The Duke and Duchess commented on the dedication and 
bravery of our staff in response to COVID-19 during their visit. 

Throughout the month of July, we also shared flashbacks and 
memories of the last 40 years, and staff and patients shared their 
stories about their local hospital on our social media pages. We also 
gave all staff a specially designed QEH 40 pin badge, and a free 
‘cuppa and a cake’ as a thank you for everything they do for our 
patients and our Trust. 

The birthday saw the relaunch of the QEH 40 Hero Award – a 
special award to celebrate a Team QEH colleague who has gone the 
extra mile to improve patient care, which will be announced at the 
QEH staff awards in November.

A huge thank you to each and every member of Team QEH – from 
colleagues, to volunteers, patrons to stakeholders – for everything 
you have done for our patients, our colleagues and our local 
community over the last 40 years - we couldn’t do it without you.

40 YEARS 
OF QEH

CELEBRATING

Pictured: The Duke and Duchess of Cambridge
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A DAY
Health Play Specialists (HPS) are an 
integral part of the hospital journey for 
our paediatric patients.
Whether they are supporting consultants in clinics or prepping a child 
for an MRI scan, the small team of HPS’ are essential to ensuring a 
smooth visit for children and their families.

Starting her career at the QEH in 1993, Mandy worked as an auxiliary 
nurse on Rudham Ward before qualifying as a Health Play Specialist 
after undertaking further training in London. She also saw the 
opening of the Roxburgh Children’s Centre in August 1998 and has 
worked between the two services ever since.

life
OF

8.30AM
I arrive at the Roxburgh Children’s Centre where I’m based for 
the morning. Every morning I do a safety check and clean of all 
the toys so they are ready for the day.

9.00AM
This morning I’m working alongside the team in the Echo 
Clinic. If children cry, you can’t get a very good picture of their 
heart, so it’s my job to distract and relax them to get a good 
photo. The clinic is mostly young babies today, so I am able to 
distract them with soothing music, bubbles and musical books.

IN THE

10.00AM
I’m called to the Allergy Clinic, also taking place in the Roxburgh 
Centre. There’s a child who is afraid of having their skin prick 
test. I use Woody from Toy Story to explain what the doctor is 
going to do and I put on the child’s favourite film and he has 
his skin prick test with no further worries.
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A HEALTH PLAY
SPECIALIST

11.30AM
Echo Clinic has finished, so I’m helping in Blood Clinic with one of the Paediatric 
Healthcare Assistants. This is where the ‘Play Teams’ distraction techniques are at 
their best; working alongside a Paediatric Healthcare Assistant or a Phlebotomist. 
If we aren’t assisting in a Blood Clinic, we are helping to run the Paediatric  
Pre-Assessment Clinic, designed to familiarise children with the hospital experience 
before they come in for their operation or scan.

1.00PM
This afternoon I’m based on Rudham Ward. One of our 
young patients is worried about her MRI scan happening 
soon. She loves Lego, so I sit with her and we play and build 
until she is calm. I accompany her and her parent/carer to the 
MRI department and take the Lego with us to help her to 
continue to relax.

2.00PM
Children in isolation need quality playtime in order to break up their 

day. We have a wonderful large playroom for all of our patients 
and siblings to use, however for children in isolation it is essential 

we take play to them. I love to take arts and crafts and playdough 
to children in isolation. It gives the children time out from any 

procedures they may have to go through and gives their parent/
carer some time out too. I have often been greeted by a child as I 

arrive on the ward with “here comes the Play-Doh lady!” Play can 
be used to help children move around too, especially if they have 

been bedbound for a long time.

4.00PM
Before I head home for the day, I spend a little while prepping for my Health Play Clinic 
tomorrow. Consultants, Doctors and Nurses can refer any child to my clinic, who they feel 
would benefit from our help. We can discuss anything from toilet training to children having 
difficulties with trying new food, to preparation for procedures. The clinic supports parents 
and families to make healthy changes to improve their child’s life. I love this part of my job, 
as I know it really makes a difference to day-to-day life and empowers families to work 
through new challenges together. 

Tomorrow afternoon, I am working in the COVID-19 swab tent, where many children are 
coming through to be swabbed before their operation. I support the Swab Nurse with 
helping a child to relax while they have their swab. Of course, I reward all children with a 
sticker to show their bravery.

Pictured: Mandy Calvert



Our 2020 appeal is for the Maternity 
Bereavement Suite, which aims to create 
a facility for families who sadly lose their 
babies either during or shortly after birth.
The campaign is incredibly important to the hospital and the wider 
community, ensuring families and loved ones are given a less clinical 
environment to say goodbye to their baby in.

The project would mean a redevelopment of an area currently 
attached to the Waterlily Birthing Unit in the hospital’s maternity 
space. 

Bereaved parents are currently cared for in a space where women 
can be heard labouring and celebrating the birth of their new-born. 
The new suite will be soundproofed and have a separate entrance 
from the main corridor, ensuring that families do not have to walk 
through the main maternity unit to access the space.

The appeal aims to raise £185,000 to make the suite a reality and 
you can donate by scanning the QR code using a smartphone.

Annual General Member’s Meeting
Wednesday 16 September

The Queen Elizabeth Hospital King’s Lynn Annual General Member’s 
meeting will take place on Wednesday 16 September 2020 at 3pm. 
 
Due to COVID-19 restrictions the meeting will be held remotely by 
Microsoft Teams this year and a link to access the meeting will be shared 
with you nearer the time, along with an agenda.
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ELECTION
2019/20

REPORT
In January 2020, the Trust held elections in all areas in both public and staff 
constituencies.
Governor elections were held in accordance with the Election Rules set out in the Trust’s Constitution, to enable Members to elect candidates 
to the vacancies on the Governors’ Council. The election was independently overseen by Civica Election Services (CES), formerly Electoral 
Reform Services.  

The Cambridgeshire, Staff Clinical and Staff Non-Clinical constituencies were uncontested and candidates from these areas automatically 
became Members from 1 February 2020 as follows:

Constituency/
area

Governors to 
elect

Contested? Name Term

Public & Staff Constituencies

Cambridgeshire 2 No Malcolm Bruce
Betty Lewis

3 years
3 years

Staff Clinical 2 No Gavin Walker
(1 vacancy remains)

3 years
-

Staff Non-Clinical 1 No David Close 3 years

West Norfolk, South East Lincolnshire and Breckland, North Norfolk and the rest of England constituencies were contested as detailed:

Constituency/area Governors to elect Contested -  
Yes nominations

Turnout 
%

Name Term

Public & Staff Constituencies

West Norfolk 5 6 12.7 Tracy Corbett
Esme Corner
Jonathan Dossetor
Penny Hipkin
Mike Press

3 years
3 years
3 years
3 years
3 years

South East 
Lincolnshire

2 3 10.2 Martyn West
Colin Dobbins

3 years
2 years

Breckland, 
North Norfolk and the 
rest of England

1 2 9.5 Alan Clarke 3 years



And you.

Washing my
hands helps
protect me.

Regular handwashing  
wipes away the virus.


