Introducing

Corporate
services

Our services:
• Patient Experience

• Communications

• Patient Safety & Governance

• Staff Engagement & Culture

• Estates & Facilities

• Information Team

• Finance

• PMO (Improvement Team)

• People

• Research and Innovation

• Digital

• Trust Strategy and contribution to the ICS and
Provider Collaboration
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Patient Experience

Karen Mcguire
Deputy Chief Nurse

Alan Norrish

Deputy Medical Director
of Patient Experience and
Professional Standards

The Trust’s vision is to be the best district
hospital for patient and staff experience.
While every member of QEH contributes to
the experience of our patients, the Patient
Experience team is a multi-professional
team that manages a diverse range of
patient services. It works with Divisional
Leadership Teams, Matrons and Ward
Managers to ensure the delivery of safe

and compassionate care, and with system
partners to improve patient pathways. The
team engages with patients to provide
support, information and comfort, and
creates an open culture and ownership
of feedback from patients and relatives,
both positive and where there is room for
improvement.

Our services:
• The Patient Experience and Public Engagement team listens to the voices of patients by
facilitating feedback such as the Friends and Family Test and National Surveys, as well as
reaching out to representatives and groups who have additional needs. Feedback is shared
with teams and support offered to make improvements based on the experiences of those with
specific needs
• The Patient Advice and Liaison Service (PALS) and Complaints department are the voice of
patients and their loved ones, championing their concerns and questions with a view to finding
resolutions and, more importantly, through complaints, learning lessons for the Trust
• Family Liaison Officers work closely with the reception team as the customer services interface
between patients and their relatives. They visit adult ward areas to assist patients, run errands,
deliver belongings, provide company, and facilitate contact with loved ones
• The Chaplaincy service offers pastoral and spiritual support to staff, patients and their relatives
or carers. Our Chaplains listen, without judgement and in confidence, and offer services in the
Trust’s Sacred Space
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Patient Safety & governance
The Patient Safety team was established in October 2020 as a
corporate function in order to drive improvements in care, safety
and patient outcomes within the clinical Divisions. The team
is responsible for developing an organisational safety culture,
which focuses on delivering high quality care and preventing
avoidable harm to patients and others using the hospital
services.
Louise Notley

Director of Patient Safety

• The Patient Safety team promotes a safety culture to identify, investigate and learn from
patient safety incidents to prevent future events whilst ensuring high quality care for
patients and seeking to improve the care where needed
• The Quality Improvement team provides clinical leadership, specialist knowledge and
coaching to promote the delivery of the Trust’s Quality Improvement Strategy
• The Clinical Audit department supports, monitors and facilitates all clinical audit activity
throughout the Trust. The team works alongside divisions to ensure that we are delivering
all services to the standards required and expected by the Trust and its regulators
• The Risk Management team is responsible for coordinating and assisting with all risk
management within the Trust, as well as providing risk management training to any
members of staff who feel that they would benefit from it
• The Legal Services department at the Trust focuses on the handling of injury claims
(medical and non-medical), inquests, and providing ad-hoc legal advice to the clinical
staff in the sometimes difficult circumstances that arise in day to day practice at the
medical front line
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Estates & Facilities

Nichola Hunter
Associate Director of
Estates & Facilities

Iain Clingo

Head of Estates

Angela Hircock
Head of Facilities

The Estates and Facilities teams work in partnership to provide a clean and safe environment for
our patients, visitors and staff across our 47-acre site.
Our services:
• The Catering team creates 36,500 meals every month, providing a nutritionally balanced diet
for patients, visitors and staff, and working closely with dieticians to ensure meals meet all diets
and cultural requirements
• The Domestic Services team creates a clean and safe environment for patients and staff. 270
members of the team cover 64,090 square metres of the building and provide full infection
cleaning, and full decontamination services
• The Portering team is responsible for transferring patients and the movement of equipment
• The Car Parking and Access team manages the provision of Trust ID badges to ensure security is
maintained across the Trust, and issues parking permits for staff working on site
• Waste and Linen Services collect clinical waste, recyclable materials, domestic waste, bagged
soiled linen, full sharps bins, unwanted furniture and non-electrical equipment throughout the
Trust
• The Estates (Operational and Capital) team manages the Trust’s built environment and works
closely with local contractors to ensure the building safely accommodates patients, visitors and
staff
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Finance

Jeannette Scales

Chris Benham

Lore Lippmann

Toby Cowper

Assistant Director of Finance
(Financial Management)

Assistant Director of Finance
(Income)

Philippa Dransfield

Keeley Fletcher

Jess Ward

Donna Eden

Director of Finance

Financial Controller

Deputy Director of Finance

Head of Payroll

Head of Contracting &
Commissioning

Head of Procurement

The 55-strong Finance department comprises finance, payroll and procurement professionals
who make an important contribution to the delivery of great patient care. The team supports
clinical and corporate colleagues with forecasts, budgets and active business partnering.
It ensures value for money through better buying and ensures that the Trust has adequate
supplies of clinical products and consumables. It also ensures that our staff are paid on time.
As a team, it looks after in excess of £250m of income and expenditure in any given financial
year and oversee major projects from a finance perspective.
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Our services:
• The Financial Management team provides the business partnering support to Divisions and
corporate directorates. The team is key to business planning and to the budget setting for the
Trust, and also produces the monthly finance reporting and returns which are due to the Board
and external regulator
• The Financial Accounts team is responsible for the production of the Trust’s statutory returns and
annual accounts. The team liaises with internal and external auditors, asset valuers, maintain the
fixed asset register, and submit the VAT returns. The team also monitors the cash flow and the
capital spend of the Trust
• The Accounts Payable, Accounts Receivable and Cashiers team ensures the Trust’s invoices are
paid on time and in line with the Better Payments Practice Code
• The Income and Commissioning team, comprising contracts specialists, looks after all aspects of
the Trust’s clinical and other income. The team also ensure that commissioning contracts are set
up correctly and are monitored throughout the year
• The payroll team looks after both QEH and East of England Ambulance Trust payrolls, totalling
c.12,000 employees’ pay
• The Trust’s Procurement teams are responsible for the compliant purchase and distribution of
goods and services for QEH, administering the PowerGate system, and ensuring QEH’s data
collection obligations are met at a national level
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People

Jo Humphries

Cath Castleton

Jo Nicholls

Julie Sherwood

Director of People

Senior Workforce
Information Advisor

Deputy Director of People

Dawn Slack

Occupational Health
Manager

Gary Cole

Head of Learning &
Development

Resourcing Business Partner

The People department consists of six key areas of focus to support all staff throughout
their careers in Team QEH. This ranges from attracting and recruiting top talent for all
areas of the Trust, ensuring learning and development continues throughout their careers
with us and creating career paths for continual development. It also supports the use of
ESR and provides key workforce metrics to inform staffing decisions and the HR Business
Partners are here to support staff and their line managers in creating a happy and healthy
workplace. The team is continually developing our Occupational Health provision for all
staff, ensuring that physical and psychological needs at work are properly supported.
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Our services:
• Occupational Health offers confidential professional advice to support staff to maintain good
standards of mental and physical health which affects life both inside and outside of work
• Our Human Resources Business Partners provide advice and guidance relating to Terms
and Conditions, Agenda for Change (AFC), HR Policy and Employment Law, advising and
participating in Improvement projects and transformational changes affecting the workforce
• The Learning and Development of colleagues is supported through the management and
provision of training opportunities, assuring our colleagues that they have the knowledge and
skills required to provide high quality patient care and support services
• The recruitment service supports recruiting managers for non-medical posts including advertising
of secondments, fixed term posts and substantive posts and for providing regular training
sessions for Trac (our online recruitment software) to ensure there is a fair and transparent
recruitment process for all posts
• The Workforce Information service provides a professional and comprehensive workforce
management service which supports operational objectives and corporate strategy
• The ESR Management system facilitates and encourages staff to access, view, update and own
their personal data
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Digital, Information Governance,
performance & Information

Phil Cottis

Nigel Hall

Sue Balmford

Mariza Wilson

Deputy Head of Digital

Head of Information
Governance & Data Protection

James Naunton

Duncan Arnold

Merwyn Agcaoili

Vacant

Chief Digital and
Information Officer

Head of Performance and
Planning (Information)

Head of Digital

Head of Cyber Security

Chief Nursing Information
Officer

Digital Programme
Manager

Digital
The Digital team is a proactive planning and innovation service working to support and transform
planning and management functions across the Trust. Supporting over 3,500 devices and one
hundred clinical systems, the team promotes wider engagement with digital and offers digital
solutions to support the delivery and quality care to our patients.
Our services:
• Service Desk

• Cyber

• Technical support

• Data Warehouse and Integration

• Networks

• Projects and Digital Programme Management

• Hospital Information Systems, including
training and support with core systems PAS,
EDIS, WebICE, Data Quality, and Outpatient
Template Management

• Switchboard
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tion

Planning & Performance (Information):
The Information Services team work to support internal teams with management information to
support decision making. We also deliver external reporting requirements to support collaborative
working across the Integrated Care System (ICS) and nationally to meet mandated reporting
requirements.
Our services:
• Daily patient tracking lists
• Submitting mandated national returns
• Internal management information reporting
• Reporting on national standards:
- Referral To Treatment
- Urgent Emergency Care
- Cancer Waiting Times
- Diagnostics (DM01)
• Integrated Performance Reporting
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Strategy & Planning

Carly West-Burnham
Director of Strategy

The Strategy team is a proactive team focused on developing the Trust’s strategic direction
and external relationships with responsibility for the co-ordination of delivery of the Corporate
Strategy and the detailed under-pinning workplans. The team promotes robust partnership
working with all key Stakeholders, focusing on delivery of Acute Provider Collaboration and
Place Based Care alongside internal strategic projects.
The key areas of focus for the team are:
• Coordination of delivery and monitoring of the Trust’s Strategic Objectives as outlined within the
Corporate Strategy
• Development and monitoring of the underpinning workplans which support delivery of the
Trust’s Strategic Objectives
• Leading on the Trust’s annual planning and business planning process
• Leading on external relationships across the Integrated Care System (ICS)
• Leading on Acute Services Integration via the work of the Hospital Services Strategy Programme
across the three acute Trusts within Norfolk - The Queen Elizabeth Hospital NHS Foundation
Trust, The Norfolk and Norwich University Hospitals NHS Trust and The James Paget University
Hospitals NHS Trust
• Leading on the development of Place Based Care within West Norfolk and for the Trust’s
catchment population within Cambridgeshire and Peterborough ICS and Lincolnshire ICS

Introducing Corporate Services

Communications

Christopher Walker
Head of Communications

Sophie Goodwin

Communications Manager

The Communications team works proactively to ensure that patients, staff and the local
community are engaged and well informed about what is happening at QEH. The team
manages the Trust’s corporate identity (brand), takes local responsibility for its reputation and
delivers campaigns to ensure that our services are visible, relevant and accessible.

The team manages the design, production and distribution of information across a range of
internal and external channels including:
• E-mail - including weekly news round-up “In The Know” and “Cascade” for managers
• Digital - website, intranet, app, social media and video
• Print - newsletters, leaflets and posters
• Press - TV and radio, press releases
• Events - conferences, meetings, exhibitions and speeches
• Advertising - social media and local community
• Monthly Chief Executive briefings
• Regular Executive team blogs
The team is responsible for building and maintaining relationships with a range of external
stakeholders and partners, and for communicating and engaging with the Trust’s 7,000-plus public
Foundation Trust members and Governors.
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Staff Engagement & Culture

Claire Kent

Head of Organisational
Culture

Amanda-Jane Weir
Head of Staff Engagement
& Events

Chelsea Kirk

Equality, Diversity and
Inclusion Lead

The Trust is passionate about ensuring Team QEH feels valued, heard and connected. The
Staff Engagement team works to strengthen an organisational culture where staff feel
engaged and motivated by creating opportunities to listen, engage, feedback ideas and
improve experience. This positively impacts patient care.
The three top priorities for the Staff Engagement programme are: kindness, wellness and
fairness.

We use many ways to connect and engage with staff including:
• Executive Team walk-arounds
• Staff reward and recognition programme
• Opportunities for staff to be involved in new initiatives, new policies and strategy development
• Staff Networks
• Partnering with our Trade Unions
• Staff surveys
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To request this document in a different language or format,
please contact 01553 613391 or email communicationsqeh@qehkl.nhs.uk

The Queen Elizabeth Hospital
King’s Lynn NHS Foundation Trust
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