
This report describes our judgement of the quality of care at this hospital. It is based on a combination of what we found
when we inspected, information from our ‘Intelligent Monitoring’ system, and information given to us from patients, the
public and other organisations.
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Letter from the Chief Inspector of Hospitals

Wexham Park Hospital is a district general hospital serving a population of around 465,000 people with approximately
3,400 staff and around 700 beds. Since October 2014 it has formed part of Frimley Health NHS Foundation Trust (FT),
when Frimley Health NHS FT acquired Heatherwood and Wexham Park Hospital. Wexham Park Hospital was the main
acute site of the previous trust.

The previous Heatherwood and Wexham Park NHS FT was inspected by CQC in February 2014. The trust was rated as
Inadequate. At that time 3 of the 8 core services at Wexham Park were individually rated as inadequate (Medicine,
Surgery and Maternity) with a further 3 core services being rated as Requires Improvement (Urgent and Emergency Care,
End of Life Care and Outpatients). Critical Care and Children’s and Young People’s services were the only services to be
rated as good at that time. Consequently Heatherwood and Wexham Park NHS FT was placed in special measures.

Following the acquisition by Frimley Park special measures were lifted. This was because Frimley Park NHS FT had been
rated as Outstanding in September 2014. This was the first trust in England to be rated as Outstanding with 5 of the 8
core services being individually rated as Outstanding and 3 of the 5 key questions being rated as Outstanding including
the key question relating to the trust being Well Led. However, following the acquisition a number of requirement
notices related to the Wexham Park location were issued in respect of aspects of care that had been of particular
concern.

CQC reinspected the Wexham Park location in October 2015, just over a year after the acquisition and formation of
Frimley Health NHS FT. This was a comprehensive inspection of the hospital/location to assess the current quality and
safety of care. We did not reinspect the Heatherwood location as this had been rated as Good following the inspection
in February 2014.

This report demonstrates that remarkable progress has been made since our previous inspection. Indeed this is
undoubtedly the most impressive example of improvement that CQC has observed since our new approach to
inspection started in September 2013.

All the external stakeholders we spoke with as part of this inspection were very positive about the progress that has
been made over the past year. These included Monitor, NHS England, local CCGs, local HealthWatch and the Health
Overview and Scrutiny Committee. We heard from staff working at Wexham Park that the culture in the hospital had
improved markedly with a greater degree of openness at all levels. Governance had been completely revised, major
improvements had been made with regard to handling of complaints and incident reporting. The number of student
nurses who have opted to stay at Wexham Park Hospital following qualification has increased substantially over the
past year.

Staff were much more positive about Wexham Park as a place to work than previously and a much higher proportion of
staff would now recommend the hospital as a place to be treated. Key measures of performance such as the 4 hour A&E
target, cancer waiting times targets and referral to treatment targets have improved markedly.

In relation to individual services, both the Urgent & Emergency Care service and Critical Care have now been rated as
Outstanding with all other services being rated as Good. Three services were rated as Outstanding for being well led.
This, together with the overall leadership at Wexham Park Hospital has resulted in the Well Led key question being rated
as Outstanding for this location. This has been achieved by a team of experienced clinical leaders, mainly but not
exclusively from Frimley Park, working with Wexham Park Hospital staff to deliver much better care for patients.

Our key findings were as follows:

Safe

Summary of findings
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There were effective and robust systems and protocols in place to protect patients from harm, and staff contributed
positively to an incident-reporting culture that provided opportunities for continual learning. We found learning from
incident investigations was disseminated to staff in a timely fashion and they were able to tell us in detail about
improvements in practice that had occurred as a result.

A culture of openness was found in the trust. However, there was room for improvement with the policy and application
of policy around Duty of Candour.

Staff contributed to the NHS Safety Thermometer programme. Information was collected on a weekly basis and clear,
easy-to-read information was displayed for staff, patients and visitors across the hospital site.

The hospital was clean. However, the auditing of cleaning was not being managed in line with best practice guidance.

Medicines management had improved since our last inspection. Regular medicines audits took place; such as audits of
the management of controlled drugs and antibiotic prescribing. Actions were taken where issues were identified such as
a change in the antibiotic prescribing policy.

Staff attendance at mandatory training had improved since our last inspection. Mandatory training was monitored and
all staff expected to attend on an annual basis. Staff told us that there was less ‘e-learning’ since joining with Frimley
Heath NHS Trust and the quality of training had improved. They also told us they now received relevant training specific
to their role.

Patients were protected from the risks associated with the unsafe use of equipment because staff maintained a reliable
and documented programme of checks, including portable appliance testing (PAT).

The trust had identified that improvements in the management of deteriorating patients was a priority. A lead nurse for
the management of deteriorating patients had recently been appointed and a work stream was in place to drive
improvement across the trust. Actions included ensuring the availability of the resuscitation team, training for newly
qualified staff and a review of early warning systems used across the NHS.

At this inspection we found nurse staffing had improved although there were still a number of staff vacancies. Providing
safe staffing was an acknowledged risk for the hospital and there were appropriate action plans in place to monitor and
address the risk on a daily basis.

Effective

Throughout our inspection we observed patient care carried out in accordance with national guidelines and best
practice recommendations.

National clinical audits were completed. Mortality and morbidity trends were monitored monthly through SHIMI
(Summary Hospital-level Mortality Indicator) and CRAB (Copeland's Risk Adjusted Barometer) scores. Reviews of
mortality and morbidity took place at local, speciality and directorate level within a quality dashboard framework to
highlight concerns and actions to resolve issues.

There was a consistent and standardised approach to multidisciplinary meetings and morbidity and mortality meetings
trust-wide. The trust told us that attendance was good and learning identified with monthly updates and reports to the
Trust’s Quality Committee. The trust had considered the results from national reviews such as the review into mortality
and morbidity, and action had been taken to implement the findings and recommendations.

The trust had a range of clinical governance groups who were responsible for reviewing best practice guidelines and
changes to legislation. Audits took place against national guidelines with changes to practice shared where appropriate.

Summary of findings
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The trust identified that not all policies and procedures at Wexham Park Hospital were in date or reflected current best
practice. An action plan was in place to prioritise the policies to be updated and the resources required to undertake
this. In the meantime the chiefs of service were reviewing policies and procedures to make sure patients were
safeguarded. Staff were able to access national and local guidelines through the trust’s intranet, which was readily
available to all staff.

Caring

Patients' told us that they were treated with dignity and respect and had their care needs met by caring and
compassionate staff. We also received positive feedback from patients who had received care at Wexham Park Hospital
over the past few months. This positive feedback was reflected in the Family and Friends feedback and patient survey
results.

During our inspection we observed patients being treated in a professional and considerate manner by staff. All staff we
were enthusiastic about the service they provided and gave examples of ‘going the extra mile’ to ensure patients
received good-quality care that they would want their own families to receive.

Responsive

There had been an improvement in patient flow through all departments of the hospital. The Emergency Department
(ED) had re-designed the service to improve patient flow through the department. Wards and departments across all
directorates had also made improvements in patient flow through the hospital. Improvements were reflected in data
throughout the hospital and the in the ED despite an increased number of people accessing the service the proportion
of patients being seen within four hours had improved from 93% to 95% (meeting the national standard) and was being
sustained consistently.

At the last inspection, we found complaints were not dealt with in a timely fashion and a backlog had developed. These
had now been dealt with and any new complaints were being managed more effectively. Specialist staff were now
managing complaints centrally.

We heard of the positive initiatives in place to support patients living with dementia. Dementia Leads were reviewing the
care of patients living with dementia across all the trust’s sites against the trust’s Dementia Strategy.

Staff had access to resource folders for patients admitted with special needs such as a learning disability. There was an
email ‘in-box’ for staff to raise any queries, referrals or concerns.

Well led

Following the acquisition of Wexham Park Hospital by Frimley Health NHS Foundation Trust in 2014, the trust’s values,
vision and strategic plan were reviewed and revised.

At this inspection we spoke with a positive and ambitious workforce. Staff told us that they felt valued and felt able to
put excellent patient care and experience at the heart of their work.

Staff across the hospital told us how the trust’s values were now embedded throughout their directorates and were
monitored through local work and the appraisal system.

Since the last inspection the executive team had taken action to ensure they were visible on the wards and in the
departments and ensured they engaged with front line staff, listening to feedback and acting promptly on any concerns
raised. Senior staff walkabouts were undertaken to engage with staff and obtain direct feedback.

The trust implemented a new governance and committee structure with Board level quality assurance informed by new
quality committees. Clinical governance was now embedded at local level with structured standard agendas complete
with minutes and action logs. The local groups reported to the quality committee and to the Board via the Trust’s
Clinical Governance Committee.

Summary of findings
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Since the last inspection the trust had established a clear set of values together with the expected standards of
behaviour expected from all staff employed by the trust. Direct action had been taken to address the behaviour of
individuals who did not demonstrate the professional standards of behaviour expected.

The quarterly Family and Friends Test included additional questions regarding values and leadership. The most recent
results (April 2014 to September 2015) showed improvements in staff recommending the Trust as a place to work up
17% to 57% and in staff recommending the trust as a place to have treatment up 25% to 69%.

New central directorates had been established to manage complaints, patient safety and quality assurance.

The Family and Friends Test had been expanded to include questions, which gave a baseline on the patient safety
culture within the trust.

A Patient Safety Committee had been established at Wexham Park Hospital and met monthly to share outcomes and
take pro-active actions taken to improve safety.

We saw several areas of outstanding practice including:

• Leadership in the trust had inspired a culture shift since our last inspection that was evident across the hospital in all
of the staff groups we spoke with. Staff were proud to work in the hospital, and were committed to delivering care
that met with the trusts values and vision.

• The improvements to patient flow through the ED meant that patients being seen within four hours had improved
from 93% to 95% (meeting the national standard) and was being sustained consistently despite an increased number
of people accessing the service.

• In critical care staff showed considerable innovation in meeting the individual needs of patients under exceptional
circumstances.

• Staff engagement throughout outpatients and diagnostic imaging departments was outstanding. All staff were
working towards common values, both clinicians, administrative and support staff, at all levels.

• The achievement of the radiology department to reduce and maintain their waiting times, in view of reduced staffing
levels and equipment issues showed an outstanding commitment to improve patient experience.

• The improved booking centre processes in outpatients and radiology which involved multidisciplinary team
members and ensured patients got the right appointment at the right time.

• Medical records were available more than 99% of the time, over the past 12 months.
• The roles of the five practice and development midwives were split between 50% clinical work and 50%

administration and teaching workshops. One midwife worked every day in the labour ward to provide on the spot
guidance and support to midwives.

• We observed outstanding prompt, appropriate and sensitive care and treatment provided for a woman in the labour
ward who had complex and sensitive needs. Staff adhered to the comprehensive care plan they had developed to
ensure the woman did not experience unnecessary distress.

• The hospital had comprehensive guidelines for staff in regards to female genital mutilation (FGM). The trust’s
safeguarding children annual report 2014/15 recorded that the identification of FGM had been an area of
development for the trust. The trust had a policy of addressing FGM when booking women for maternity care.

• The hospital had a Deputy Director for Clinical Education who had developed a comprehensive preceptorship
programme for newly qualified nurses. This was a structured period of transition for the newly qualified nurses when
they started their employment at the hospital. We viewed comments from newly qualified nurses’ evaluation forms
from their learning and found these to be consistently positive.

• The matron on children and young people’s ward had received a trust recognition award for leadership.
• A senior nurse in critical care had been seconded into a research post for the year before returning to full time clinical

duties. They had contributed to the application of the good clinical practice (GCP) guidance of the NIHR Clinical
Research Network, which had been used to prepare a research working book for other nurses to use as a benchmark

Summary of findings
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for research processes, from screening to final data analysis. The research was quality assessed by Monitor through
site visits to check that research protocols adhered to gold standard clinical and ethical requirements. The lead
research nurse had attended a GCP training course and had successfully been certified against national standards
including ethics, legislation and application of the Mental Capacity Act (2005).

• One of the key research projects, VANISH (Vasopressin versus Noradrenaline as Initial therapy in Septic shock), had
resulted in specialised one-to-one training packages for staff and an invitation for staff to present their findings at the
European Intensive Care Society Conference in 2015. The study had looked at the avoidance of acute kidney injury
through the use of steroids with inotropes and the results were presented to staff in the unit on completion of the
study. Other projects included a study of the effectiveness of emergency laparotomies and a study of the
translocation of bacteria in abdominal sepsis to consider specific antibiotic therapy. The impact on nurses had been
very positive and for three consecutive years, research-active staff had attended the European Intensive Care Society
Meeting as recognition of their efforts towards establishing an active programme of testing best practice and
treatment.

However, there were also areas of poor practice where the trust needs to make improvements.
Importantly, the trust must:

• The cleanliness of the hospital must be audited in line with standards set out in the national specifications for
cleanliness in the NHS (NSC). This includes the correct classification of high risk and very high risk areas and the
frequency of auditing in these areas. Audit processes should include a re-audit where areas are found to be less than
100% compliant. If the hospital chooses not to audit to NSC standards they must provide evidence of an equally
robust auditing programme.

• Ensure their policy around Candour (DoC) includes incidents resulting in ‘psychological harm’. The provider must
also ensure the policy is followed when managing incidents that come under this regulation.

• Continue with its delivery and the risk priorities associated with the backlog program. Fire risks associated with
backlog need to be addressed as a priority.

• Improve Estates governance and ensure that up to date and approved policies and standard operating procedures
(SOP’s) are in place.

• Ensure that monitoring of weekly medicine stock checks in critical care is consistently applied and must ensure that
the system in place to make sure out of date medicine is disposed of is audited.

• Ensure that resuscitation equipment is always checked according to the trust policy. The auditing system must
include a visual check of the expiry dates of batteries.

• Cleaning and storage materials in critical care must be stored in locked facilities and the lock for the cleaning
cupboard must be replaced.

• Recruit to the three vacant consultant posts in ED. Although consultant cover in ED had improved since our last
inspection the department still fell short of national standards.

• Ensure that all oxygen cylinders have an expiry date displayed, and system in place for staff to check that cylinders
are within date.

• Continue to improve staffing recruitment and retention.

In addition the trust should:

• Ensure all staff in outpatients have development opportunities and training as agreed in their personal development
plans.

• Ensure that regular and routine checks are made of the temperature of medication fridges.
• Consider plans for an additional CT scanner and integrated x-ray within the new emergency centre development

planned for 2016.
• Improve pharmacy support for the emergency department and the decision unit (EDDU) in particular.
• Explore an effective means of explaining to patients why they have to wait to be treated in the ED.
• Consider testing the major incident plan which had recently been re-written.

Summary of findings
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• Consider the size and organisation of paper health records.
• Ensure the audit trail of medications delivered to wards is completed including the signature of the staff

member receiving the medications on the ward.
• Consider the safety of Aria e prescribing system which is not available to staff in the ED and the patient risks

associated with this.

Professor Sir Mike Richards
Chief Inspector of Hospitals

Summary of findings
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Our judgements about each of the main services

Service Rating Why have we given this rating?
Urgent and
emergency
services

Outstanding – Overall we rated the emergency service at Wexham Park
hospital as 'Outstanding' because:
Since our last inspection in 2014, a new leadership
structure had been developed. Consultant medical staff
now provided leadership for some aspects of the
service, such as clinical safety and patient experience,
clinical governance, education and training. There had
also been changes to the senior nursing team with the
appointment of matrons who now oversaw the quality
of the service being provided in the department on a
daily basis, ensuring patients were being well cared for.
We found these changes had resulted in sustained
improvements in the quality of care patients received.
At our last inspection we were concerned that some
patients spent a long time in the ED waiting to be seen.
The service had difficulty meeting the national quality
standard for 95% of patients being seen in less than four
hours. At this inspection, we found the trust had met the
four hour quality standard since February 2015. Patients
were assessed quickly and the service had met the
national quality standard for 95% of patients being seen
in less than four hours since February 2015.
Consultant medical staff provided effective leadership of
the service such as clinical safety and patient
experience, clinical governance, education and training.
Senior nurses took responsibility for the quality of the
service being provided in the department on a daily
basis, ensuring patients were being well cared for.
The service was well co-ordinated through board rounds
held four times a day and clinical practice was audited
against the standards set by the College of Emergency
Medicine (CEM). Guidelines were accessible and
followed by staff.
The ED audited clinical practice against the standards
set by the College of Emergency Medicine (CEM). The
college of emergency medicine is a body which sets
national standards for emergency services. The
department was also part of the Thames Valley Trauma
Network, which aimed to develop high-quality trauma
care across all the hospitals in the area. This involves the
ED service being reviewed against a set of national
quality standards and undergoing a quality review by
clinicians providing similar services in other hospitals.

Summaryoffindings
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The ED had a system in place for monitoring changes in
a patient’s condition. The Detection of Deterioration
(EDOD) scoring system was used when patients were
first assessed and to monitor their condition during their
stay in the ED. Similar systems were in place for both
adults and children. Staff monitored each patient’s
condition and were able to reduce the risk of unsafe care
if they deteriorated.
When we last visited the hospital we found the number
of patients waiting between four and 12 hours and
longer than 12 hours for admission was much worse
than the England average. At this inspection we found
that the number of people waiting longer than 12 hours
for admission had reduced steadily from 23 in April 2015
to five in June 2015. This reduction may reflect a
difference between the seasons with fewer admissions
required during the summer months. However, the
hospital had also been working on a range of ways of
improving the movement of patients from the ED to
other departments which had contributed to this
reduction.
At our previous inspection we found that patients who
were waiting a long time for admission did not have the
condition of their skin checked and were not offered
anything to eat or drink, both of which are good
practice. At this inspection we found staff had improved
the care provided and now monitored the condition of
patient’s skin and provided food and drink to those
waiting.
Staff delivered care based on best practice national
guidelines. At our last inspection we found staff had
good knowledge about the guidelines and audits in
place, but were less clear about how improvements
were going to be implemented. At this inspection we
found the hospital had strengthened the structures for
overseeing the implementation of guidelines and there
were effective, clear written information accessible on
the computer for all staff working in the department.
Staff spoke positively about the considerable changes
that had taken place over the last 12 months and the
pace at which this had been achieved. They told us the
leadership of the department provided clarity about the
vision for the service and senior medical and nursing
staff provided support and direction. Consultant
medical staff had highly visible leadership
responsibilities for improving the quality of service

Summaryoffindings
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which staff believed was making a positive difference.
Staff told us they felt more motivated, supported and
energised. They were proud to work in the ED because
the leadership and culture had improved.
The ED had worked with other departments to reduce
the length of time patients waited to be admitted. Three
additional consultants had been appointed, which
enabled senior staff to have a greater presence in
overseeing the work of the department. Senior nursing
staff also spent more time supervising the quality of
patient care.
However, we found some areas had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised.
The need to improve access to CT scanning. There is
currently only one scanner on site. Patients were
diverted to another hospital when the CT scanner was
out of action. The trust planned to provide a second
scanner when the new emergency department is built,
however the trust should seek to ensure all patients
requiring a CT scan were able to receive one, at the
earliest opportunity.
Pharmacy support for the department was limited to 16
hours a week. Patients in emergency department
decision unit (EDDU) needed their medicines reviewed
before they could return home, the lack of pharmacy
support sometimes led to delays in patients being
discharged.
A new major incident plan had been developed but not
all staff were aware of it. The plan had not yet been
rehearsed or tested but a simulation was planned.

Medical care
(including
older
people’s
care)

Good ––– Overall we rated medical care (including elderly care) at
Wexham Park Hospital 'Good' because:
We found medical care at the hospital was evidenced
based and adhered to national and best practice
guidance. The trust’s policies and guidance were readily
available to staff through the trust’s intranet. The care
delivered was routinely measured to ensure quality and
adherence to national guidance and to improve quality
and patient outcomes. The hospital was able to
demonstrate that it mostly met national quality
indicators.
Patients' medical outcomes were monitored and
reviewed through formal national and local audits.
Consultants led on patient care and there were

Summaryoffindings
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arrangements for supporting the delivery of treatment
and care through multidisciplinary teams and
specialists. We found that training for staff was good
with newly qualified staff being well supported. Staff
caring for patients had undertaken training relevant to
their roles and completed competence assessments to
ensure patient safety.
The hospital was working towards offering a full
seven-day service. Although some medical patients were
treated in other areas of the hospital when beds were
not available, systems had been put in place to ensure
the consistent quality of their care. Staff responded to
individual patient needs for those living with dementia.
The hospital had systems in place to allow patients to
feedback their experience of care on the medical wards.
The results of the surveys indicated the department
provided excellent, compassionate care by friendly and
approachable staff. Patients we spoke with during the
inspection confirmed that staff were kind, considerate
and respectful. Complaints processes had been
improved since our last inspection. Complaints were
acknowledged, investigated and responded to
appropriately.
However, we found some areas had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised.
We found some paper health records to be large in size
and documentation was hard to locate in these records.
The electronic prescribing system used for patients
requiring chemotherapy could not be accessed by staff
working in Emergency Department (ED). Although staff
had put in measures to mitigate this risk the trust may
wish to reassess the risks associated with these
measures.
There was an overdependence on agency staff to
support permanent staff to ensure safe staffing levels
during the delivery of chemotherapy.

Surgery Good ––– Overall we rated surgical services at Wexham Park
Hospital as 'Good'. This was because:
The majority of issues identified in the previous report
had been addressed. The trust had action plans for
areas of concern that remained, such as staffing. Staff
continuously monitored these plans and took
appropriate actions in a timely manner.

Summaryoffindings
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We found that leadership in all areas had improved.
Senior staff were visible, available and supportive to all
staff. We foundimprovements throughout the surgical
division meant patients experienced safe, effective and
appropriate care and treatment that met their individual
needs and protected their rights. Staff provided care
that was compassionate and all patients were treated
with respect and dignity. Patients had their individual
risks identified, monitored and managed. There were
systems to regularly monitor and review the quality of
service provided.
Staff were competent and knowledgeable about their
specialties on both the surgical wards and in the theatre
units. Mandatory training was generally up to date with
further staff training and development available and
encouraged.
Outcomes for patients were good and the surgical
departments followed national guidelines. The clinical
environments, including the equipment available, were
clean and well maintained. Departments undertook
frequent audits such as environmental, theatre
checklist, infection control and hand hygiene. Clinical
governance teams analysed the audits and fed the
results back to staff. Where risks were identified there
were action plans to resolve or manage them in a timely
fashion.
Incidents and complaints were investigated and
handled in line with trust policy. There were systems to
feedback to staff any learning from incidents and
complaints.
The trust had recognised that improvements were
needed to address the culture within the surgical
division and had taken robust action to address the
bullying issues. Staff were enthusiastic about the
initiatives taken to address the concerns raised at the
last inspection and were passionate about the quality of
care they delivered.
However, we found some areas had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised.
There was a degree of underreporting of incidents. The
trust was aware of this issue and had strengthened
governance systems and improved training and
development in reporting and managing incidents and
complaints.

Summaryoffindings
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Although we noted an improvement in medicine
management, there were still some practices that did
not meet current best practice or comply with national
guidelines. Issues included insufficient monitoring of
temperatures and security.

Critical care Outstanding – Overall we rated the critical care unit (CCU) at Wexham
Park Hospital as 'Outstanding' this was because:
We found significant areas of good practice through our
review of clinical audits, staff training, patient notes,
clinical outcomes and other indicators such as an
exemplary programme to promote independence and
person-centred care. Leadership in the unit was
coherent, robust and respected by staff. This leadership
contributed to a team that continually challenged
existing practice to identify new and improved ways of
working. Innovation was very much part of the culture in
the unit and staff spoke positively about the
development opportunities available to them as a
result.
Clinical practice was benchmarked against national
guidance from organisations such as the National
Institute for Health and Care Excellence (NICE), the Royal
College of Physicians and the Intensive Care Society
(ICS). Such guidance was embedded into the work
culture and staff used it to evaluate and improve their
practice. For example, an extensive programme of
audits was used to update policies and procedures. Staff
contributed to national audits compiled by the Intensive
Care National Audit and Research Centre (ICNARC). They
then used the national audit results alongside local
studies to inform the planning of staff study days. The
CCU team had access to multidisciplinary specialists
who contributed to decision-making and ward rounds to
ensure best care for patients. An established critical care
outreach team supported patients across the hospital
and provided bereavement and emotional support.
The CCU appeared clean, hygienic and well maintained.
Staff demonstrated good infection control practices but
there was room for improvement in some areas of
housekeeping. Equipment was serviced regularly and
staff were competent in its use with regular training
updates. We found one area of non-compliance with the
trust’s medication management policy but there were
safeguards in place to ensure that this would not affect
patient safety.

Summaryoffindings
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A robust incident reporting system was in place that
staff confidently used to investigate incidents and
errors. There was evidence that learning from
investigations had taken place consistently with an
effective system in place to ensure all staff were aware
of updates to practice. These measures contributed to
an environment in which safety was prioritised and
patients received individualised care.
We observed numerous instances of significant
commitment to personalised care. Staff were
competent, passionate and driven, and their efforts
included supporting a patient to return home safely to
their garden during an extended CCU stay and a
programme to promote independence in patients' in the
middle of their recovery. Staff were active in clinical
research and were supported in this by a senior team of
nurses and doctors who understood the need for
continued innovation in care and treatment. One
relative told us, “I am overwhelmed by the attention of
all of the people looking after [relative].”
Staffing levels were reviewed continually using an
established nursing acuity tool and there were enough
staff to provide care and treatment in accordance with
Royal College of Nursing (RCN) guidance. The use of
agency staff was consistently below the maximum
acceptable level set by the trust and temporary staff
underwent stringent induction and background checks
before working on the unit. Without exception staff told
us they were supported and valued by the senior team
and they felt proud to work in the unit.
At our last inspection of Wexham Park Hospital, we
found critical care services for responsiveness to require
improvement. This was because admissions and
discharges were often delayed and patients were
sometimes transferred out of hours because of a lack of
capacity elsewhere in the hospital. At this inspection we
found a significant and sustained improvement in these
areas, with an acute commitment from the senior team
to improve the unit's responsiveness to patient needs
that had been highly successful. In areas we previously
found to be good, staff had worked hard to build on
their existing practice and explore innovation in patient
care and treatment.

Maternity
and
gynaecology

Good ––– Overall we rated maternity and gynaecology services at
Wexham Park Hospital as 'Good'. This was because:

Summaryoffindings
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At our last inspection carried out in February 2014 we
found the maternity and gynaecology services to be
inadequate. This was because of failure to report
incidents and reliance on bank and agency staff to
maintain the services. Governance arrangements were
poor with inadequate systems for monitoring staff
performance and dealing with an inappropriate staff
culture. We evidenced that the majority of issues
identified in the previous report had been identified and
addressed.
Patients were protected from the risk of avoidable harm
and, when concerns were identified staff had the
knowledge and skills to take appropriate action.
Incidents were recorded, investigated and, where
necessary, actions were taken to prevent recurrences.
Medical, midwifery and nursing staff provided safe care;
staffing levels were in line with national averages and
were regularly reviewed.
Staff delivered evidence-based care and treatment and
followed NHS England and the National Institute for
Health and Care Excellence (NICE) national guidelines.
There was multidisciplinary working that promoted
integral care. The audit programme monitored whether
staff followed guidelines and good practice standards.
The previously high caesarean section rate was now in
line with the national average. Staff were caring and
thoughtful, and treated women with respect. Patients’
confidentiality and privacy were protected. All patients
and relatives we spoke with gave positive feedback
about their care and how staff treated them. Women
and their partners felt involved with their care and
appropriate explanations were given to them.
Policies and procedures were available on the hospital’s
intranet for all staff to access. Appropriate arrangements
were in place for patients who could not make informed
decisions about their care. Systems were in place to
support patients with a learning disability. Complaints
were dealt with effectively and improvements made
where necessary. There had been a decrease in the
number of complaints made since the previous
inspection.
There were established local governance arrangements
and risk management identified risks to patients and
service delivery through the risk reporting process. This
is a process for dealing with risks, actions taken to
minimise them and recognising those that required
reporting to NHS England. Staff demonstrated a strong
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desire to develop the services and efforts had been
made to gain the views of patients and the public. The
widespread poor culture found during the previous
inspection had almost gone. Senior managers were
working towards eliminating poor practices. Many
improvements had been made and staff had an open
and motivated attitude that had strengthened the
culture throughout. Senior managers had developed a
plan to sustain the improvements and continue
improving the quality of the services.

Services for
children and
young
people

Good ––– Overall we rated services for children and young people
at Wexham Park Hospital 'Good' because:
The treatment and care needs of children and infants
were assessed and planned from referral to discharge,
taking into account their individual needs. The health
and wellbeing of children, young people and infants was
monitored using recognised assessment tools.
Arrangements were in place for looking after vulnerable
children. Staff responded compassionately when
children and young people needed help and supported
them to meet their basic personal needs as and when
required.
Children said that the staff were kind and caring and
that they received information that helped them
understand what treatment and care they were
receiving. Staff helped children and young people and
those close to them to cope emotionally with their care
and treatment. Comprehensive safeguarding policies
and procedures were in place. This included referral
pathways for children’s safeguarding. The service had
systems in place to ensure that incidents were reported
and investigated appropriately.
Children and young people’s services were well-led by a
very enthusiastic and committed staff team. The
leadership, governance and culture promoted the
delivery of high quality child-centred care. There was a
clear statement of vision and values, driven by quality
and safety, with defined objectives. Staff were aware of
best practice guidance for the safe and effective care of
children and infants. The service had experienced
nursing staff shortages, but were actively recruiting
nurses by advertising the vacancies.

End of life
care

Good ––– Overall we rated the EOLC services at Wexham Park
Hospital as 'Good' this was because:

Summaryoffindings
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National guidance determines precisely what end of life
care (EOLC) should look like for adults diagnosed with a
life limiting condition in all care settings. EOLC is defined
as a patient with less than 12 months to live no matter
what the diagnosis.
Overall we found the EOLC service provided by Wexham
Park Hospital was good. The duty of the inspection was
to determine if the hospital had policies, guidelines and
training in place to ensure that all staff delivered
suitable care and treatment for a patient in the last year
of their life. The hospital provided mandatory EOLC
training for staff which was attended, a current End of
Life Care Policy was evident and a steering group met
regularly to ensure that a multidisciplinary approach
was maintained.
Staff at Wexham Park Hospital provided focused care for
dying and deceased patients and their relatives.
Facilities were provided for relatives of patients and
patient's cultural, religious and spiritual needs were
respected. Further supplies of syringe drivers were
purchased to enable a dying patient to receive prompt,
adequate and appropriate medication.
The palliative care team had a high level of evidence
based specialist knowledge. They worked well with the
local hospice and other departments involved in
providing EOLC. The team were well thought of
throughout the hospital. They supported, trained and
gave advice to other staff.
There was evidence that systems were in place for the
referral of patients to the palliative care team for
assessment and review to ensure patients received
appropriate care and support. Through education and
acknowledgement of national guidance the number of
referrals to the palliative care team had increased since
the last inspection and these referrals were seen and
acted upon within 24 hours.
At our last inspection of Wexham Park Hospital we found
the EOLC service to require improvement. This was
because the service relied on the drive and vision of the
EOLC team and not through any trust wide strategy.
EOLC did not appear to be a priority for the trust.
Since the hospital's acquisition by Frimley Health NHS
Foundation Trust the service had board representation
and a dedicated clinical lead. This had resulted in a well
led trust wide service that had a clear vision and
strategy.
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Outpatients
and
diagnostic
imaging

Good ––– Overall we rated the outpatients and diagnostic imaging
departments at Wexham Park Hospital as 'Good' this
was because:
The hospital consistently met waiting and treatment
times in line with national standards. Professional staff
treated patients with kindness, dignity and respect. The
outpatient and radiology departments followed best
practise guidelines and there were regular audits taking
place to maintain quality.
The booking centres had processes to ensure patients
received appointments within the appropriate
timeframe. There were fail-safes in place and medical
staff assisted management if required. Medical record
management enabled clinicians in outpatients to have
access to patients’ records more than 99% of the time.
The radiology department had worked to reduce waiting
times in the past year.
Staff were competent , professional and treated patients
with dignity and respect. The outpatient and diagnostic
imaging department appeared clean and well
maintained. Staff demonstrated good infection control
practices . Equipment was serviced and maintained
regularly.
Every member of every team contributed positively to
patient care. All staff shared the vision and values of the
hospital and good leadership was visible at all levels.
Staff worked hard to deliver improvements in their
departments. They were proud of their achievements
and had the vision and energy to continue with
improvements and develop services further.
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Services we looked at
Urgent and emergency services; Medical care (including older people’s care); Surgery; Critical care;
Maternity and gynaecology; Services for children and young people; End of life care; Outpatients and
diagnostic imaging
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Background to Wexham Park Hospital

Wexham Park Hospital is part of Frimley Health NHS
Foundation Trust and provides services to a large and
diverse population of more than 465,000. The area it
covers includes Ascot, Bracknell, Maidenhead, Slough,
South Buckinghamshire and Windsor. The hospital has
approximately 3,405 staff and a total of 706 beds.

The hospitals catchment area population includes a
significant proportion ethnic minority groups and 30
languages are spoken in the area covered by the trust.
The most common (excluding English) include Hindi,
Polish, Urdu, Somali, Romanian and Punjabi.

The hospital was previously managed by another trust
and had been placed in special measures after being
inspected on 1st May 2014. Following this inspection the
Hospital was acquired by Frimley Health NHS Foundation
Trust and its special measures were lifted and replaced
by a number of requirement notices. The Care Quality
Commission have been closely monitoring the trusts
improvement strategy since acquisition.

The trust had a long history of turbulence prior to
acquisition with a high turnover of senior leadership,
which had resulted in poor outcomes in previous CQC
inspections.

Our inspection team

Chair: Heidi Smoult – Deputy Chief Inspector of Hospitals
Care Quality Commission

Head of Hospital Inspections: Alan Thorne, Care
Quality Commission

The team of 52 included: CQC Inspectors, a planner,
analysts and a variety of specialists: consultants in

emergency medicine, medical services, gynaecology and
obstetrics; an anaesthetist; physicians and a junior
doctor; midwives; surgical, medical, paediatric, board
level, critical care and palliative care nurses’; imaging
specialists; estates and facilities directors and experts by
experience.

How we carried out this inspection

To understand patients’ experiences of care, we always
ask the following five questions of every service and
provider:

• Is it safe?

• Is it effective?

• Is it caring?

• Is it responsive to people’s needs?

Detailed findings
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• Is it well-led?

The inspection team inspected the following eight core
services at the Wexham Park Hospital:

• Accident and emergency

• Medical care (including older people’s care)

• Surgery

• Critical care

• Maternity and gynaecology

• Services for children and young people

• End of life care

• Outpatients and diagnostic imaging

Prior to the announced inspection, we reviewed a range
of information we held and asked other organisations to
share what they knew about the hospital. These included
clinical commissioning groups (CCG), Monitor, NHS
England, Health Education England (HEE), the General
Medical Council (GMC), the Nursing and Midwifery Council
(NMC), Royal Colleges and the local Healthwatch team.

An inspector from the CQC facilitated a stall in the
entrance to the hospital during the inspection where
people stopped and shared their views and experiences
of Wexham Park Hospital with us. We also spoke with
staff, patients and carers via email or telephone, who
wished to share their experiences with us.

We carried out the announced inspection visit between
13, 14 and 15 October 2015. We held focus groups and
drop-in sessions with a range of staff in the hospital
including; nurses, junior doctors, consultants, midwives,
student nurses, staff side representatives, administrative
and clerical staff, physiotherapists, occupational
therapists, pharmacists, domestic staff and porters. We
also spoke with staff individually as requested. We talked
with patients and staff from the majority of ward areas
and outpatient services. We observed how people were
being cared for, talked with carers and/or family
members, and reviewed patients’ records of personal
care and treatment. We also carried out three
unannounced visits, on the 21 and 22 October and 31
October 2015.

Facts and data about Wexham Park Hospital

Local demographics

Wexham Park Hospital provides hospital services to a
large and diverse population of more than 450,000 which
includes Maidenhead, Slough, South Buckinghamshire
and Windsor.

There are approximately 30 languages spoken in the area,
the top six of which (excluding English) are Hindi, Polish,
Urdu, Somali, Romanian and Punjabi.

On the whole, the general health of people in the area is
better than the England average. Priorities for the region
include; childhood obesity, cardiovascular disease, early
detection of dementia and falls prevention, early
diagnosis of cancers including prostate, skin and
colorectal and prevention and early detection of
long-term conditions, heart disease and stroke.

Deprivation: The Royal Borough of Windsor and
Maidenhead is a Royal Borough of Berkshire, in South
East England. The 2010 Indices of Deprivation showed

that Windsor and Maidenhead UA was the 303rd most
deprived local authority (out of 326 local authorities, with
1st being the most deprived). Slough was ranked at 93
and South Bucks at 298.

Activity

Between 2014 and 2015 the trust facilitated:

• 80,698 inpatient admissions.

• 384,044 outpatient attendances.

• 108,856 Accident and Emergency attendances.

Context

• Serves a population of approximately 450,000.

• Employs around 3,405 staff.

Intelligent monitoring – Safe

• 1 never event at the hospital in January 2015.
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• There has been 45 serious incidents reported mainly
relating to delayed diagnosis and slips/trips and falls.

• The number of incidents reported per 100 admissions
places the hospital better than the England average.

• 94% of all incidents reported were low and no harm.

• Harm Free Care Indicators: Eight of the 31 wards listed
have an average percentage below 95%,14 ward areas
scored 100% in August 2015.

Intelligent monitoring - Effective

• Risk - SSNAP Domain 2: overall team-centred rating
score for key stroke unit indicator Jul-14 Sep-14.

• Turnover rate (leavers) for Nursing and Midwifery staff
Jan-14 Dec-14.

• Ratio of all midwifery staff to births Jan-14 Dec-14.

Intelligent monitoring – Caring

• The trust were rated in the middle 60% for 17
indicators and within the bottom 20% for 20 of the
indicators in the Cancer Patient Experience Survey
2013/14.

• Better than the England Average for Patient-led
assessments of the Care Environment (PLACE) for
2014.

Intelligent monitoring – Responsive

• The trust’s bed occupancy has been above the
national average for the time period with no data from
Q2 2014/15.

Intelligent monitoring – Well Led

• Of the 31 indicators within the NHS Staff Survey, the
trust has 13 negative findings, and 1 positive findings
and 17 findings within expectations. Notably 20 of the
29 indicators previously used in 2013 have seen a
lower score in 2014.

Our ratings for this hospital

Our ratings for this hospital are:
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Safe Effective Caring Responsive Well-led Overall

Urgent and emergency
services Good Good Good

Medical care Good Good Good Good Good Good

Surgery Good Good Good Good Good

Critical care Good Good Good

Maternity and
gynaecology Good Good Good Good Good Good

Services for children
and young people Good Good Good Good Good Good

End of life care Good Good Good Good Good Good

Outpatients and
diagnostic imaging Good Not rated Good Good Good Good

Overall Good Good Good Good Good

Notes
On this inspection we looked in detail at how the hospital
was implementing Duty of Candour (DoC) regulations. A
culture of openness was found in the trust. There was
general awareness of the need to be open amongst staff
we spoke with. Senior management had led the review of
a number of specific incidents and had shared the
findings.

A DoC policy and procedure was in place, although
formally agreed only shortly before the inspection. This
covered the necessary steps but did not encompass
incidents resulting in ‘psychological harm’. This was also
omitted from prompts within the Datix system, where
summary information was recorded.

Whilst two audits had been carried out, the results of the
first being available for review during inspection, the
trust’s level of compliance and implementation of steps
in connection with the duty was not monitored by the
board.

The trust’s quarter 1 audit of their implementation of the
duty showed that, in most of the 21 cases reviewed,

feedback had been given to people when they had been,
or could be, adversely affected by a notifiable safety
incident. However, there were no records of a written
apology to any of these 21 people and records about
whether this was given verbally were patchy.

A review of six further incidents was carried out by the
inspector with the direct help of trust staff. Staff agreed
that four of the six records did not comply with the duty
and the right volume of the patients’ notes was not easily
located for the remaining two. Two did not have a record
of the conversation or a written apology. A third had a
record of the conversation but not of a written apology.
The fourth was said by the trust not to have triggered the
duty because the harm had arisen from a surgical
complication. However, this decision was not correct
because the duty covers moderate or severe harm arising
from all unintended or unexpected incidents, including
those arising from known risks.

We also reviewed trust wide provision for Estates and
Facilities. Issues around the estate and cleanliness of the
hospital were raised at our previous inspection.
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Since our last inspection the risks to the estate have now
been recognised by the trusts board and steps are being
taken to address this in the form of an estates
management review, and replacement where necessary.
A review and introduction of management systems a
backlog maintenance program (£38 million), a maternity
capital project (£9.5 million) and an emergency
department capital project £50 million.

New appointments had been made in the estates senior
management team including recently appointed Estates
Manager (in post approximately 6 months) and newly
appointed capital manager (in post 2 weeks). The estates
manager was making a positive impact on the
department by targeting resources in areas of greatest
risk and developing required policies. There was still
much to be done to get the service where it needs to be,
but the improvements made to date were very
encouraging.

The capital manager was recently appointed and needed
to establish an oversight of the capital program and its
delivery and the risk priorities associated with the
backlog program. Fire risks associated with backlog need
to be addressed as a priority.

Estates governance was poor with few approved policies
and standard operating procedures (SOP’s) in place,
hence many statutory duties are not compliant, with
Authorising Engineers (AE’s), Authorised Persons (AP’s)
and Competent Persons (CP’s) not being formally
appointed as a consequence. Frimley Park Hospital
policies were being adopted as a stop-gap, however this
need to be fully addressed. It was observed that
Authorised Persons (AP’s) and responsible persons (RP’s)
were not appointed by the Chief Exec’ (Trust Responsible
Person) as is required by the approved code of conduct
(ACOP). It was also observed that trust policies were not
signed off by the CEO as should be the case.

The hospital was mostly clean. During the inspection we
accompanied an auditor on an inspection of ward 9. The
entire ward was not audited, only 8 areas were looked at,
the auditor said this was standard practice. There were
potentially 44 areas to be audited on ward nine. We
observed a thorough check of the cleaning within the
areas that were audited, with the auditor checking
against the 49 elements within the National

Specifications for Cleanliness in the NHS (NSC). Outside
of the audit process we checked the cleaning on wards
one, five, nine, 24, 21, 22 and the neonatal unit. All wards
were found to be clean and to a standard expected.

However, the facilities department were not following the
NSC by not using the percentage pass rate for very high
risk and high risk areas, and not following the frequency
of audits for very high risk category areas. There was also
evidence of the frequencies not being used consistently
for high risk areas.

The cleaning audits were carried out by a dedicated
team. During the inspection we checked two months of
audits scores, August 2015 and September 2015. We were
shown the percentage pass rate used at Wexham Park
Hospital and for very high risk it was 92% with 90% for
high risk areas. The NSC pass rate for very high risk is 98%
and the NSC pass rate for high risk areas is 95%.

The NSC states the frequency of audits for very high risk
areas should be once weekly, the trust were auditing
these areas monthly. The NSC states the frequency of
audits for high risk areas should be once monthly, the
trust were not consistently auditing these areas monthly.
Six areas we looked at had missed their monthly audit
two months running and therefore were being audited at
a maximum frequency of every three months. The audit
frequency of every three months, according to the NSC, is
for risk category “significant risk”. These areas did not fall
into this risk category.

We were shown no evidence that any evaluation or risk
assessment of reducing the percentage rates and
frequencies had been carried out by the trust. When
asked, the lead for Facilities was aware of the NSC
percentage pass rates and told us that the auditing
percentages and frequencies had been increased at the
hospital from previous years audits.

We found that microfiber cloths were not being used
correctly by cleaning staff. We were told all staff who carry
out this task were trained in the ‘four folding method’. We
checked 15 staff training records and all had recorded
that this training had taken place. We witnessed seven
members of domestic staff using microfiber cloths both
in ward areas and public areas, one member of staff used
the cloth in the correct manner as dictated by the
company supplying the cloths and the industry standard,
the other six members of staff did not use the cloth
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correctly. Not using the microfiber cloths in the correct
manner could lead to cross contamination of surfaces,
when the cloth was not folded or changed between
surfaces and or areas, however these surfaces may
appear visibly clean.
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Safe Good –––

Effective Good –––

Caring Good –––

Responsive Outstanding –

Well-led Outstanding –

Overall Outstanding –

Information about the service
The Emergency Department (ED) at Wexham Park Hospital
receives all accident and emergency cases, apart from
major trauma cases, which are taken to other hospitals by
the ambulance service.

The services at Wexham Park hospital have been managed
as part of Frimley Health NHS Foundation Trust since
October 2014. Since then the trust has worked
on re-designing the service to improve patient flow through
the department. A nurse assesses patients arriving by
ambulance or on foot, and then triages them according to
the severity of their condition. Patients are seen in an initial
assessment area which has ten treatment bays, the major’s
area with 22 bays or the minor injuries and illness area with
eight bays. There is also a resuscitation area with six bays
where staff assessed and treat patients with the most
serious conditions. The minor injuries area is staffed by
GPs contracted by the trust and advance nurse
practitioners. Medical staff from the emergency
department support the minor injuries area when needed.
There is an isolation bay for treating patients with a
condition, which might be transferable to other patients.

Young people are treated in a separate area of the
department which is decorated and designed for children.
Children are treated in six bays and there is a separate
room for adolescents. The children and young people’s
service operates 24 hours a day providing a service for
young people up to the age of 16. Young people older than
16 are offered a choice of being seen in the children and
young people’s area or in the adult area.

Nurses manage an inpatient emergency department
decision unit (EDDU) which is next door to the ED. Doctors
from the main ED area support nurses in the EDDU to
provide care for patients. This area has 10 beds organised
into two four bed bays and two side rooms. Patients are
assessed by occupational therapists to identify what
support they need to enable them to return home.

Patients in the ED who require an x-ray are transferred to
the radiology department. There is one mobile x-ray
machine in the ED, which can be used in an emergency and
is operated by radiology department staff. Since our
previous inspection, the hospital has reviewed how the ED
worked with other departments in the hospital. This has
resulted in the hospital introducing a new ‘medical model’,
which involved senior medical staff from the medical
department having a presence in ED until 8pm. One
consultant works jointly between the intensive care unit
(ITU) and the ED and is able to provide advice and support
for critically ill patients and oversee their transfer from ED
to ITU.

The department saw 110,000 patients in 2014-15. This
number had risen by 9.7% in 2014/15, compared with the
previous year. The majority of the additional patients were
adults. The number of children seen was similar to previous
years at just over 26,000. The department was built to
accommodate 70,000 patients per year. This meant the
department was treating considerably more patients than
it was designed for. Plans for a new emergency care centre
had been developed with building due to start in 2016.
Staff in the department had contributed to the design.

During our inspection, we spoke to 24 patients and their
relatives, and 28 members of clinical and non-clinical staff.

Urgentandemergencyservices
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We looked at the records of 10 adult and 10 paediatric
patients. We spent two days observing care being provided
during the day. We also visited the department in the
evening to see how the service operated outside the hours
of 9am-5pm.

Summary of findings
Overall we rated the emergency service at Wexham Park
hospital as 'Outstanding' because:

Since our last inspection in 2014, a new leadership
structure had been developed. Consultant medical staff
now provided leadership for some aspects of the
service, such as clinical safety and patient experience,
clinical governance, education and training. There had
also been changes to the senior nursing team with the
appointment of matrons who now oversaw the quality
of the service being provided in the department on a
daily basis, ensuring patients were being well cared
for. We found these changes had resulted in sustained
improvements in the quality of care patients received.

At our last inspection we were concerned that some
patients spent a long time in the ED waiting to be seen.
The service had difficulty meeting the national quality
standard for 95% of patients being seen in less than four
hours. At this inspection, we found the trust had met the
four hour quality standard since February 2015.

Consultant medical staff provided effective leadership of
the service such as clinical safety and patient
experience, clinical governance, education and training.

Senior nurses took responsibility for the quality of the
service being provided in the department on a daily
basis, ensuring patients were being well cared for.

The service was well co-ordinated through board
rounds held four times a day and clinical practice was
audited against the standards set by the College of
Emergency Medicine (CEM). Guidelines were accessible
and followed by staff.

The ED audited clinical practice against the standards
set by the College of Emergency Medicine (CEM). The
College of Emergency Medicine is a body which sets
national standards for emergency services. The
department was also part of the Thames Valley Trauma
Network, which aimed to develop high-quality trauma
care across all the hospitals in the area. This involves the
ED service being reviewed against a set of national
quality standards and undergoing a quality review by
clinicians providing similar services in other hospitals.
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The ED had a system in place for monitoring changes in
a patient’s condition. The Detection of Deterioration
(EDOD) scoring system was used when patients were
first assessed and to monitor their condition during their
stay in the ED. Similar systems were in place for both
adults and children. Staff monitored each patient’s
condition and were able to reduce the risk of unsafe
care if they deteriorated.

When we last visited the hospital we found the number
of patients waiting between four and 12 hours and
longer than 12 hours for admission was much worse
than the England average. At this inspection we found
the number of people waiting longer than 12 hours for
admission had reduced steadily from 23 in April 2015 to
five in June 2015. This reduction may reflect a difference
between the seasons with fewer admissions required
during the summer months. However, the hospital had
also been working on a range of ways of improving the
movement of patients from the ED to other
departments which had contributed to this reduction.

At our previous inspection we found that patients who
were waiting a long time for admission did not have the
condition of their skin checked and were not offered
anything to eat or drink, both of which are good
practice. At this inspection we found staff had improved
the care provided and now monitored the condition of
patient’s skin and provided food and drink to those
waiting.

Staff delivered care based on best practice national
guidelines. At our last inspection we found staff had
good knowledge about the guidelines and audits in
place, but were less clear about how improvements
were going to be implemented. At this inspection we
found the hospital had strengthened the structures for
overseeing the implementation of guidelines and there
were effective, clear written information accessible on
the computer for all staff working in the department.

Staff spoke positively about the considerable changes
that had taken place over the last 12 months and the
pace at which this had been achieved. They told us the
leadership of the department provided clarity about the
vision for the service and senior medical and nursing
staff provided support and direction. Consultant
medical staff had highly visible leadership
responsibilities for improving the quality of service

which staff believed was making a positive difference.
Staff told us they felt more motivated, supported and
energised. They were proud to work in the ED because
the leadership and culture had improved.

The ED had worked with other departments to reduce
the length of time patients waited to be admitted. Three
additional consultants had been appointed, which
enabled senior staff to have a greater presence in
overseeing the work of the department. Senior nursing
staff also spent more time supervising the quality of
patient care.

Consultant medical staff had visible leadership roles for
clinical governance, safety and auditing, and staff felt
supported and confident to raise issues and concerns.

However, we found some areas had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised:

The need to improve access to CT scanning. There is
currently only one scanner on site. Patients were
diverted to another hospital when the CT scanner was
out of action. The trust planned to provide a second
scanner when the new emergency department is built
however the trust should seek to ensure all patients
requiring a CT scan were able to receive one, at the
earliest opportunity.

Pharmacy support for the department was limited to 16
hours a week. Patients in the emergency department
decision unit (EDDU) needed their medicines reviewed
before they could return home the lack of pharmacy
support sometimes led to delays in patients being
discharged.

A new major incident plan had been developed but not
all staff were aware of it. The plan had not yet been
rehearsed or tested but a simulation was planned.
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Are urgent and emergency services safe?

Good –––

We rated emergency service at Wexham Park hospital as
'Good' for 'Safe' because:

There were good systems in place for ensuring patients
were treated safely. Clinical safety was a high priority for the
emergency department (ED).

There was a well-developed culture of incident reporting
and staff learned from incidents, errors and near misses.
There were effective rapid assessment arrangements to
determine the seriousness of patient’s condition so that
they could be treated in the most appropriate area of the
department.

The ED team met four times a day, led by a Consultant, to
review the condition of patients being treated in the
department. Senior medical and nursing staff monitored
the care being provided and supported staff throughout
the department escalating to the appropriate clinician to
ensure patients received safe and effective care. There
were effective rapid assessment arrangements to
determine the seriousness of a patient’s condition so that
they could be treated in the most appropriate area of the
department.

Consultant cover had improved since our last inspection
following the appointment of three more consultants but
still fell short of the College of Emergency Medicine
Standards. The number of nursing vacancies had reduced
by half over the last twelve months and the department
was able to cover the majority of shifts with bank staff who
were familiar with the service.

The department was clean and staff followed good hygiene
practices. A system for auditing compliance with
cleanliness standards was in place.

There were effective arrangements in place for
safeguarding vulnerable adults and children.

However, we found some areas that had scope for
improvement.

Access to pharmacy support was limited to 16 hours per
week. The pharmacy department acknowledged this was a
high priority for expansion over the next year.

The hospital relied on one CT scanner, which meant when
this was out of action patients had to be diverted to
another hospital.

Records were kept of the daily checks on equipment
needed in emergencies. The records were mostly
completed but there were gaps of several days where it was
not clear if the equipment had been checked. When we
spoke with senior nurses about this they told us a system of
monthly audits had been put in place to make sure all ward
and departments were checking their equipment on a daily
basis.

Incidents

• Clinical safety was a high priority for the ED. Incident
reporting was encouraged and the service had
developed effective mechanisms for learning lessons
from incidents and for ensuring actions were taken to
reduce the risk of similar incidents occurring in the
future. There was a robust clinical governance structure
in place with effective clinical leadership. Medical and
nursing staff were fully involved in learning from
incidents. A patient representative attended clinical
governance meetings to advise staff on improvements

• There was representation from other departments and
services that the ED worked closely with, including
paediatrics, pharmacy, mental health and the
ambulance service. The clinical governance group had
an action plan and monitored the actions agreed until
they had been fully implemented.

• A departmental safety group met monthly. During the
group’s meetings, staff were encouraged to raise
concerns about any aspects of safety within the service.

• There had been no ‘never events’ at the service since
our last inspection. A never event is a serious, largely
preventable patient safety incident that should not
occur if the available preventive measures are
implemented. The ED had reported five serious
incidents to the strategic executive information system
(StEIS).The serious incidents reported were delays in
diagnosis, failure to act upon test results, failure to
provide a patient with the appropriate medicine, falls
and issues relating to a high number of patients
attending.

• The department had developed and strengthened
clinical governance arrangements. Staff told us that
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patient safety was a priority. Medical and nursing staff
told us they were encouraged to report any concerns
about clinical safety. They also told us incidents that
were reported were investigated and changes were
made to improve patient safety. We saw the department
had investigated the incidents and made changes to
reduce the risk of the same incidents re-occurring.

• We saw a report that analysed serious incidents in
detail. The report included recommendations. We saw a
root cause analysis had been carried out on some
incidents. This was a process hospitals use to carry out a
detailed analysis of patient safety incidents. Other
incidents had been reviewed against the college of
emergency medicine and national institute of care
excellence (NICE) guidelines by the mortality and
morbidity review group. Monthly clinical governance
meetings were chaired by a consultant who provided
leadership for clinical safety within the department.
Clinical incidents were discussed at the clinical
governance meetings and actions were agreed to make
sure the same error did not occur in the future. Staff who
were unable to attend were sent information by email
about the actions that had been agreed. A newsletter
was also distributed which summarised the incidents
and actions agreed. The clinical governance group
monitored progress until the actions were fully
implemented. We saw an example of a newsletter dated
July 2015, which described the incidents reported and
the action taken as a result.

• We saw examples of changes that had been fully
implemented, and plans to carry out future audits to
check the changes were being sustained. For example, a
procedure had been developed for re-directing or
transferring patients to another ED when the CT scanner
was out of action. A dementia nursing champion had
been identified to help identify and care for patients
with dementia. Regular audits of patient notes had
commenced. Staff had also received training in
recognising patients who may have suffered a stroke.

• Incident reports were analysed to identify trends. For
example, all falls and pressure ulcers for patients in ED
were recorded and analysed to increase staff awareness.
There were 47 medication incidents reported in 2014
2015 in ED and 20 reported between April and
September 2015. One of these was reported as a serious
incident when a patient was not given a medicine

before their discharge and returned to the hospital with
a more serious condition. As a result of reviewing the
incident, new procedures were put in place to reduce
the likelihood of the same issue occurring again. We saw
that teaching sessions were organised to embed the
learning from incidents. For example a training event
had been organised for junior medical staff following an
incident where a patient’s fractured wrist was not
manipulated to improve the angle of the wrist.

• The care of people who had died or whose condition
had deteriorated significantly were reviewed to identify
if anything could have been done differently. The ED
also reviewed the care of patients who had been
admitted from ED to the Intensive Care Unit (ITU) to
improve the quality of care provided to people with the
most serious conditions. The records of the meetings
showed that the lessons learned were discussed and
information about changes to improve the service was
circulated to staff.

• Examples of incidents investigated included a missed
diagnosis, prescribing powerful medicines to control
pain and the importance of assessing patients who may
have developed sepsis, a dangerous blood condition.
Action had been taken to reduce the likelihood of
similar events happening in future. The lack of nurses
trained to give intravenous therapy had also been
discussed in May 2015 and additional staff had been
trained as a result. Incidents which had nearly occurred
were also reviewed. For example, staff realised the
wrong patient was about to receive a CT scan, but staff
were able to prevent the error occurring.

• The emergency department decision unit (EDDU)used
the NHS safety thermometer to check patients were
protected from developing a pressure ulcer, urine
infection, falls or venous thromboembolism. The reports
showed the service had provided 95.6% harm free care
during 2014-2015 and an average 95% harm free care
since March 2015. This meant staff were regularly
checking that patients were protected against the risk of
these forms of harm.

• Duty of candour fields were incorporated into incident
reports for moderate and more serious incidents. This
was designed to ensure staff were being open and
transparent with patients and their relatives when
things went wrong. From April 2015 all healthcare
providers were required to ensure they were open about
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notifiable safety incidents offering an apology and
support for investigating the incident. Staff were
recording and reporting incidents in line with the
hospital’s policy on duty of candour.

Cleanliness, infection control and hygiene

• During our inspection we found the department was
mostly clean and saw records of cleaning audits had
been carried out monthly by the cleaning service
supervisors. We spoke with one of the matrons
responsible for cleanliness and infection control. They
showed us the results of the audits. These highlighted
areas for improvement, which included ensuring
equipment trolleys and high areas were free of dust. We
checked and found most of these issues had been
resolved. However, we found dust on emergency
equipment trolleys and dust on the air conditioning
vents in the ceiling, which had been one of the issues
highlighted in the audit. This meant that the audit
process was highlighting issues which were not always
being addressed.

• We found the other issues had been addressed and
overall the department was clean. We observed staff
using anti-bacterial hand gels when they entered and
left the department and when moving from one patient
to another.

• Hand hygiene audits were carried out which showed an
89% average compliance in ED and 91% in EDDU. The
hospital carried out audits every month which showed
rates had improved between April and September 2015
from 89% to 93%. There was a band 7 hand hygiene
champion in the department. Hand hygiene training
was regularly provided. The department had a major
programme in August 2015 during which a third of staff
received training. We saw a nurse with a treatment tray
that had been prepared in the treatment room in
readiness for treating a patient. We observed that they
were wearing protective gloves and apron.

Environment and equipment

• The ED environment had been improved in 2014 to
provide additional treatment cubicles. Services in the
resuscitation bay had been developed to provide similar
levels of care to the intensive care unit (ITU). Trauma
mattresses had been purchased to help transfer injures
and immobilised patients within the department.

• A more child friendly environment had been created in
the paediatric area following refurbishment in the last
year. The adult and children’s areas were located in
separate but adjacent areas. Access to the children’s
emergency area was security controlled and monitored
via CCTV cameras. Patients and visitors wishing to
access the paediatric area had to contact the main
reception area via an intercom before being permitted
to enter the department.

• There were three security staff on site between the
hours of 7pm and 7am. Security staff had received
level two control and restraint training and attended if
staff within the emergency department required
support with patients who were violent. Security staff
were only used on the instruction of clinical staff.

• We saw the airway trolleys had been re-organised to be
similar to ITU and theatres following a review of airway
management held on 21 January 2015. This meant the
department were adopting good practice from other
areas of the hospital to ensure equipment was well
organised to help staff find the correct items quickly.

• When we visited the radiology department staff told us
they prioritised patients from to minimise the length of
time patients had to wait. There was one mobile x-ray
machine located within the ED. This was used in
emergencies when the patient could not be transferred
to the x-ray department Radiology staff would attend
the ED on these occasions. The hospital had one CT
scanner, which on occasions was not available. The
emergency department had developed a procedure for
diverting patients to another hospital if the CT scanner
was not available. The hospital had developed plans for
providing an additional CT scanner because of the
potential risks to patient quality and safety.

• We saw the children’s emergency equipment trolley was
checked daily. This meant staff knew the equipment
needed in an emergency would be safe to use. We
looked at the records of checks carried out on the
resuscitation trolleys in the adult area of the
department. There were no records of any checks for 12
one trolley for a period of 12 days.

• At our previous inspection the relative’s room was in a
shabby condition. At this inspection we found there was
now a pleasant environment for staff to meet and talk to
relatives. The room was refurbished.
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• A nurse had recently been appointed to a new role
within the hospital for ensuring systems were in place to
provide effective care for deteriorating patients. They
told us they had put monthly audits of resuscitation
equipment in place because they were aware records of
equipment checks were not always completed. Both
trolleys in the rapid assessment and majors had gaps in
the records and were dusty. Without a record of checks
there was a risk that equipment needed in an
emergency might not work.

• Other equipment was checked in April 2015. We saw
maintenance records for these equipment checks.

Medicines

• The ED did not have full time pharmacy support. The
Chief Pharmacist told us that ED was a high priority for
investment with additional pharmacist support for 2016.
The department had support from a pharmacist for 16
hours per week. Staff told us the pharmacist who
supported the department provided a good service in
the time they had available. They said patients on the
emergency department decision support unit (EDDU)
often had complex needs and staff needed pharmacy
advice about managing their medicines. We saw an
example of an incident that highlighted the need for
daily medicines reconciliation in the emergency
department decision unit. Staff told us it was not always
possible to access advice and support when they
needed it and there was a risk of delays in obtaining
advice about patient’s medicines. The ED safety group
had discussed this and identified it as a safety risk.

• We saw this had been discussed at Nursing staff within
the ED were able to prescribe medicines for example for
pain relief. We reviewed the documentation that
authorised nurses to prescribe certain medications and
found the appropriate authority was in place.

• Appropriate arrangements were in place for recording
information about the medicines patients received. The
prescriptions and records of administration that we
looked at were succinct and legible. We observed that
medicines were locked away when not being dispensed
which meant they were being kept safely.

Records

• Electronic clinical records via bed-side terminals
allowed quick access and record entry for clinicians.

• The department had introduced a new computerised
patient record system, which meant patients could be
tracked through the department. The computer system
also generated improved electronic discharge
summaries for GPs. Medical notes were completed on
paper records, which were scanned on to the system.
Minor illnesses or injuries could be recorded directly on
to the system. Pathology and x-ray requests were
submitted electronically, which reduced the risk of
errors associated with hand written requests. Staff could
access computer terminals located in patient cubicles.
This meant they could record information and request
tests while at the patient’s bedside. We reviewed 20 sets
of patient’s records, 10 adult and 10 paediatric notes.
We found these contained completed pain scores, early
detection of deterioration (EDOD) scores and sepsis
screening assessments. We saw that not all patients had
a priority score. The senior nurse on duty explained that
staff recorded this information on the computer system.

• The department had a system in place for auditing the
quality of record keeping. We saw examples of records
audits from May to August 2015. These identified levels
of compliance with required standards, good practice or
‘stars’ and ‘could do betters’ based on a monthly review
of 10 sets of patient’s notes.

• Staff learned about any changes to documentation or
recording required following the investigation of an
incident. We saw an example of a drug chart staff had
changed to include a section for the prescription of
oxygen and nebulisers.

Safeguarding

• There were appropriate processes in place for
safeguarding people against abuse. Safeguarding
training was part of the department’s mandatory
training requirements for all nursing and medical staff.

• We saw examples of good liaison with the adult
safeguarding team alerting them to the possibility of a
vulnerable person arriving in the ED.

• Both medical and nursing staff carried out safeguarding
checks for each child before discharge. The ED IT system
prompted clinicians to record any safeguarding
concerns.

• A liaison health visitor worked with the department to
provide community services with information about
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children who had attended the emergency department
and might be at risk of abuse. Medical and nursing staff
we spoke with understood the processes in place for
safeguarding adults and children from abuse. There was
information available in the hub office about
safeguarding arrangements together with the contact
details of the relevant agencies.

• Information about older frail patients recorded on to the
computer system resulted in alerting the frail elderly
team.

• The department had a domestic violence lead. They had
developed training programmes for staff and a domestic
violence advocate role with charitable funding. As part
of the training they raised staff awareness to issues such
as forced marriage and the role of medical and nursing
staff in protecting people. They had produced a booklet
about a range of topics for example female genital
mutilation, transgender issues and advice for men and
women about domestic violence. The member of staff
had received a national award for their work.

• Senior medical staff had all completed training in
safeguarding adults and children, and consultant
medical staff had all completed level 3 safeguarding
training for children. All but two other medical staff had
received level 2 training. The ED training lead told us
they understood the importance of completing the
necessary training and they would ensure all medical
staff completed training as soon as possible.

Mandatory training

• The hospital was in the process of updating the
computer training system with records of mandatory
training staff had completed at Wexham park hospital.
The department had kept local records of the training
staff had completed. The list of mandatory training
subjects had been agreed which included conflict
resolution, dementia, emergency planning, fire safety,
health and safety, infection control and safeguarding.

Assessing and responding to patient risk

• When patients first arrived at the emergency
department they were assessed. An early warning
system was in place for identifying when a patient’s
condition was deteriorating.

• A triage nurse located close to the reception area
assessed patients and decided where to send them for

treatment for example either to the rapid assessment or
minor injuries area. Ambulance staff who brought
patients to the department could take patients
immediately into the assessment or resuscitation areas.

• A scoring system was in place to alert staff if a patient’s
condition was deteriorating. The EDOD system was in
place for both adults and children in the main
department and the Emergency Department Decision
Unit. Patients received an EDOD score when they were
first assessed. If the person’s condition changed the
score was altered. Staff in ED could call specialist critical
care staff to assist them if a patient's condition
deteriorated. During our visit we observed one patient
moved from EDDU to the resuscitation area where they
could receive more specialised care because their
condition had deteriorated.

• Records showed staff used children’s early warning
charts when speaking with young patients. This
recorded vital signs and alerted staff to any
deterioration in a child’s condition.

• Staff we spoke with were familiar with the scoring
system and knew to alert the senior nurse or doctor if
the patient’s score changed. Scores were being recorded
throughout the time patients remained in the
department.

• The initial assessment forms also contained a section
designed to assess the risk of sepsis (this was a College
of Emergency Medicine standard).Following work
carried out to improve recording risks were identified
effectively. An audit carried out in August 2015 showed
good levels of compliance. However, when we reviewed
one person’s records we saw staff had ticked two of the
risk factors for sepsis but had not referred the patient to
medical staff as the department’s sepsis policy required.
This meant there was a risk that the service did not
identify all patients who might develop sepsis.

• Reception staff told us they could alert the triage nurse
to any patients they were concerned about. They said
an emergency call button was installed in the reception
area following an incident and they had been able to
use this to call for help when a patient fainted.

• The service had developed a policy for transferring
children safely from ED to the ward and there was link a
nurse in children’s ED for liaising with the ward.
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Nursing staffing

• We looked at the number of registered nurses on duty in
the department. The matrons told us the department
had been successful in recruiting additional nurses in
the last year and the number of vacancies had fallen
from 12% to 6.4% (18.42 nurses).The ED had the highest
reliance on bank staff within the hospital. However, the
use of agency staff for the period January – June 2015
had reduced. Approximately 90% of all shifts for trained
staff were filled during the period April – July 2015.

• Staff sickness levels were less than average sickness
rates in the hospital at 2.89% for nurses and 0.89% for
medical staff for the year April 2014-March 2015. This
represented an improvement in medical staff sickness
rates.

• At our last inspection we found that agency nurses were
not always fully trained, briefed or supervised. At this
inspection we found bank and agency staff received an
induction ‘boarding pass’ at the beginning of their shifts
if they had not previously worked in the department.

• Staff told us they were not clear whether staff shortages
should be reported as an incident. We asked one of the
senior nurses about practice in the department. They
told us there were escalation processes in place to
ensure adequate staffing, which often meant staff were
re-deployed to cover the unit. We observed the
department during a busy period when there were 61
patients in the department. We saw the nurse in change
checking each of the areas to see if staff needed
assistance.

• Advanced nurse practitioners worked independently in
the minor injuries area from 07.00 until midnight seven
days a week.

• Staff told us, “teams in ED worked well together and are
well led by the band 5 nurses”. Staff were encouraged
supported to complete an apprenticeship and felt
supported.

Medical Staff

• The College of Emergency Medicine (CEM) standards
specifies that there should be consultant cover 16 hours
each day. Consultant cover had improved since our last
inspection following the appointment of three more
consultants but still fell short of the CEM standards. The
Chief of Service told us there were two consultants

available between 8am and 5pm and one consultant
between 4pm and 10.45pm then on call overnight.
There was a minimum of one consultant available for
nine hours on Saturdays and Sunday with an on call
consultant out of hours. One registrar level doctor was
present in the department every night. The Chief of
Service told us they were continuing to try to recruit
additional consultant medical staff so that they could
comply with the CEM standards. When compared to the
England average for other trusts there were 8% fewer
consultants and 7% fewer middle grade doctors. These
are doctors who have worked for at least three years at
senior house officer grade or higher. There were 25%
more registrars when compared to the England average
trust and 9% fewer junior medical staff. For the period
April – July 2015 between 91.17% and 88.71% of
medical staff shifts were filled.

• Two consultants had sub-speciality qualifications in
paediatric emergency medicine and another was
qualified in both intensive care and emergency
medicine. This consultant held a joint post between ED
and ITU. This meant the skills of a doctor trained in
managing people who needed more intensive care were
available to treat patients, manage their transfer to the
intensive care unit and provide supervision and
teaching for junior medical staff.

• There had been an improvement in the number of
junior medical staff employed by the department. At our
previous inspection we found the service relied on cover
from locum junior medical staff who were often difficult
to find. At this inspection we found the reliance on
locum doctors to cover the rotas had reduced from 20%
to 11%. The workforce co-ordinator who organised the
rotas told us recruiting locums had become easier in the
last 12 months. They told us they were often able to use
the same locum staff to cover over longer periods.
Potential locum doctors were contacting the
department to enquire about vacancies.

• Average hourly patient attendances were used to
identify the number of junior medical staff required for
each shift. We reviewed the rotas for the last month and
found the rotas were fully covered. There were some
shifts where the number of staff on duty exceeded the
number required on the rota.

• Medical and nursing staff were all involved in four hourly
‘board meetings’ which included handovers between
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shifts. These meetings in the ‘hub’ office, an area of the
department where staff exchanged information,
updated patient records and accessed information,
which might be important to them that day. These
multidisciplinary board rounds were held at 8.00 am,
12.00pm, 4.00pm and 10.00pm. We observed all four
meetings during our inspection and saw consultant
medical staff led these. The meetings focused on
patient safety and high priority groups, such as people
with dementia. Medical and nursing staff agreed their
roles for the day and there were updates on the
availability of beds in the hospital and any problems
with radiology and other services.

Major incident awareness and training

• A revised major incident policy was completed in
September 2015 together with updated incident cards
for key personnel with contact details. We saw the major
incident storage area was now in a more accessible for
staff working in the department. The service had not
practiced the new policy for a mass casualty incident
but there were plans to carry out a table top exercise.

• Band 7 nursing staff had attended a major incident
training event. A training event for the department
would take place shortly after our inspection. Staff we
spoke with were aware the major incident policy was
updated. They told us the department had dealt with
several different incidents that had helped them
prepare for incidents in the future. For example, staff
told us they had recently had a disruption to their water
supply but been able to continue to provide a service to
patients. The department had developed arrangements
for dealing with casualties contaminated with chemical,
biological or radiological material (HAZMAT).We saw the
department’s risk register had identified the lack of
chemical, biological or radiological training as a key risk.
Senior nursing staff told us this remained a risk until all
staff had been trained and procedures were fully in
place. There was a supply of CBRN equipment in the
department and decontamination showers were
available.

• Business continuity plans had been developed to deal
with emergencies, such as loss of IT or bad weather.

Are urgent and emergency services
effective?

(for example, treatment is effective)

Good –––

We rated emergency services at Wexham Park hospital as
'Good' for 'Effective' because:

The ED had reviewed and updated clinical policies and
guidelines, which staff could access on the hospital’s
computer system. Policies and guidelines were based on
national guidance from the National Institute for Health
and Care Excellence (NICE) and the College of Emergency
Medicine.

There was an extensive programme of national and local
audits in place and the results were regularly reviewed and
fed back to staff. The Thames Valley Trauma Network
reviewed the service in January 2015 to assess how the
department met national standards for trauma services.

Medical education authorities found there was good
education and supervision for junior medical staff when
consultants were present in the department. A nurse
educator post had been established in the department.
They provided preceptorship to new nursing staff joining
the service.

Joint working arrangements were in place with the
ambulance service, the mental health liaison team, the
paediatric and palliative care teams.

Evidence-based care and treatment

• We saw the notes of a major trauma group which met
monthly. This was chaired by a consultant from the ED
service and involved representatives from other
specialties such as orthopaedics, plastics, radiology and
surgery. The group was concerned with identifying and
delivering best practice in trauma care and compared
their performance with other similar services.

• The Thames Valley Trauma Network reviewed the
service in January 2015 to assess how the department
met national standards for trauma services. The results
of the review showed the Wexham Park ED met 10 out of
the 14 standards for reception and resuscitation, eight
out of the 10 standards for definitive care and three out
of the five standards for rehabilitation. The national
trauma peer review, a national quality assurance
programme for NHS trauma services, comprises
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self-assessment and external review by professional
peers against nationally agreed quality measures.
Concern was raised about the service’s ability to access
CT scanning within 30 minutes of the request and that
all CT scans should have a provisional report available
within 60 minutes.

• We saw from the records of a training session for junior
medical staff that national guidance on managing
seizures had been discussed. The 2014 national survey
of patients attending ED found the trust compared
about the same for the time taken to provide pain relief,
help to control pain and the availability of food and
drinks in the department during their stay.

• The department was following the College of Emergency
Medicine (CEM) policies and national guidelines as the
basis of providing effective care to patients. Guidelines
were accessible for staff on the trusts internal IT system.
There were processes in place for developing,
approving, implementing and auditing guidelines.

• There were guidelines in place for the management of
sepsis, stroke and fractured neck or femur. Compliance
with the guidelines was monitored monthly through the
ED Clinical Governance group. Action plans for ensuring
compliance with the guidelines had been developed
and monitored. We saw that staff were informed about
new clinical guidelines, which could be accessed via the
intranet.

• We saw the results of the mental health CEM audit,
which showed the department was below the national
average for risk assessment after self-harm and
documenting a mental state examination. However, it
performed better than the national average for patients
seen by the mental health team.

• We saw the service had undertaken a retrospective
audit of 49 acute kidney injury patients to review
compliance with NICE and NCEPOD guidance. The
clinical governance group identified the actions to be
taken to improve compliance with guidelines.

• Staff were encouraged to undertake local audits and we
saw an electronic learning module had recently been
developed to train staff in how to undertake audits.

• The department participated in six major clinical trials,
which included the use of tranexamic acid for the
treatment of significant traumatic brain injury and the

use of tranexamic acid for gastrointestinal bleeds. A
research nurse co-ordinated the departments
contribution to the trials. We saw posters in the waiting
area to make patients aware of the trials.

Seven-day services

• The emergency department is open seven days per
week and twenty four hours per day. The minor injuries
service was open until midnight each day staffed by GPs
employed by the hospital and advanced nurse
practitioners.

• The emergency department decision unit was open 24
hours a day, seven days a week. Patients who spent
longer than 24 hours on EDDU were referred on to
inpatient teams unless there is a specific plan for their
discharge.

Competent staff

• We saw the Health Education Thames Valley visit report
on medical education and training, which took place in
April 2015. This is a body responsible for assuring the
quality of training for healthcare professionals including
doctors. The report stated that trainee doctors had a
supportive environment clinically with good consultant
supervision during the times consultants were present
in the department. The report also noted that higher
specialty trainees reported a positive approach to
service improvement.

• Junior medical staff had a clinical supervisor during
their time in the department and were required to
maintain portfolios of their work demonstrating the
competencies they had developed. Several consultants
were trainers for advanced life support (ALS), advanced
trauma life support (ATLS), paediatric life support and
advanced paediatric life support (APLS). Staff told us
there were opportunities for developing their skills and
knowledge. They said there was in house training and
access to accredited education courses. We spoke with
one member of staff who told us they had been
supported to train as an advanced nurse practitioner.
We saw an example of a middle-grade doctors training
day held in September 2015, which covered incident
reporting and paediatric radiology. A similar training day
for more senior doctors covered complaints and
orthopaedic injuries.
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• A practice development nurse supported staff within ED
preceptorship for new starters. They told us they were
responsible for developing training to maintain nursing
staff skills and competencies.

• They were also responsible for ensuring adult and
paediatric nursing staff received the appropriate adult
or paediatric immediate life support training and
advanced trauma training. The practice development
nurse was also responsible for ensuring agency nurses
received induction training. They told us the
arrangements for training and education had improved.
Practice development nurses met as a group to discuss
the development of training for all departments in the
hospital. Junior medical staff told us there was a new
trainee system for ED registrars, which enabled them to
gain experience by working in anaesthetics and ITU.
They told us this improved their skills, particularly when
caring for patients whose conditions had deteriorated
and in managing patients breathing more effectively.
Some medical and nursing staff worked jointly between
ITU and ED, supporting the most seriously ill patients
who were transferred to intensive care.

Pain relief

• The results of the CQC 2014 A&E survey found patients
waited to receive pain relief about the same length of
time as patients in other hospitals and the level of help
from staff to control pain was about the same as
patients in other hospitals. We saw examples of pain
assessments undertaken and recorded in patient
records.

• The pain patients experienced was assessed and
monitored. There were protocols in place for managing
severe pain in children. Staff training for managing pain
for people with a fractured hip was arranged following
analysis of an incident in the department and in
response to CEM recommendations.

• The ED participated in three CEM pain audits for pain in
children, pain associated with renal colic and pain
associated with fractured neck of femur.

• We reviewed 10 sets of care records in the children’s ED
area and saw these recorded children’s pain score. The
ED computer system enabled pain scores to be
recorded. There was a protocol in place for prescribing

intranasal diamorphine for children in severe pain.
Following an incident in the department a number of
members of staff had been trained to carry out fascia
lilac blocks for patients with a fractured hip.

• The service had developed a poster, which we saw
displayed in the department, encouraging patients to
tell staff if they have any pain. The poster had been
developed in response to a complaint a patient had
made about staff not responding to the pain they had
experienced.

Joint working

• Staff in the ED worked closely with other services and
departments to provide an effectively co-ordinated
service for patients. We saw staff from the ED and the
radiology department met to monitor any problems ED
patients might encounter when accessing radiology. For
example, the time it took patients to have an x-ray or CT
scan.

• There were arrangements in place for the ED service to
refer patients to the alcohol/substance misuse liaison
team who provided a drop in service. We saw leaflets
were available in the department about accessing the
service.

• Staff within the ED were able to refer patients to the
psychiatric liaison team. The service was available
twenty four hours a day, seven days a week. Access after
2am was organised by the mental health crisis team.
Clinicians told us they could obtain telephone advice
immediately and face to face assessments were usually
within two hours.

• Children and young people who needed an assessment
by the child and adolescent mental health team were
admitted to a children’s ward and were assessed there.

• We observed occupational therapists assessing patients
on the EDDU to identify what support they might need
at home before they were discharged.

• There were transfer procedures in place for trauma
patients to a neurological centre. We saw these had
been implemented following an incident which had led
to a delay in transferring a patient between sites.

• We asked about the arrangements in place for patients
with a cancer diagnosis attending ED. Staff told us they
contacted the palliative care team, who are based on
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site and who made contact with the oncology service,
which is based at another hospital. Cancer patients who
attend ED were nursed in a side room and would be
referred to the medical department admission.

• We saw that south central ambulance service
representatives attended the ED clinical governance
group meetings. The department was working with the
haematology department to audit neutropenic sepsis in
patients who had received chemotherapy.

• A paediatrician was involved in updating paediatric
antibiotics guidance, which they planned to share with
ED once the guidance was finalised. The paediatric
inpatient and emergency departments had also
discussed communication between the wards and ED to
prioritise patients when beds were full.

Consent, Mental Capacity Act and Deprivation of
Liberty Safeguards

• Most medical and nursing staff had completed
dementia awareness training as part of their mandatory
training. Nursing and medical staff were aware of the
requirements of the 2005 Mental Capacity Act. This
meant clinical staff were able to assess if a patient was
able to provide consent to treatment.

Are urgent and emergency services
caring?

Good –––

We rated emergency services at Wexham Park hospital as
'Good' for 'Caring' because:

Staff in ED provided patients with a caring and
compassionate service. Patient’s dignity was respected and
staff were aware of the customs of different cultures and
religions.

Staff were aware of people’s individual needs and
considered these when providing care.

We observed care being delivered and found staff were
compassionate and caring. The senior nursing team had
introduced a system for monitoring the quality of care
provided. A nurse in charge was identified for each area
within the department to check patients were being well
cared for.

At our last inspection we found patients were not offered
anything to eat or drink. At this inspection we found food
and drink was available and offered to patients. We also
found systems were in place to monitor patients in the
department and monitor their pressure areas.

The friends and family test results showed that over 80% of
the people who responded would recommend the ED
during the period April – June 2015. The response rate to
the survey had improved from 10% at the last inspection to
20% at this inspection. Staff told us they were actively
encouraging patients to provide feedback, however it had
fallen in October 2015.

Compassionate care

• Staff told us senior nurses regularly monitored the
quality of care patients received and we observed
advice and support being offered to junior staff.

• We saw the department had begun sending condolence
cards to families three weeks following a death in the
department.

• We observed support staff providing food and drinks for
people waiting in the department. After 11pm a tea
trolley was provided in the major’s area for hot drinks
and snacks. New vending machines had been installed
in the waiting area.

• The service had developed champion’s roles.
Champions were nursing staff who provided colleagues
with information and advice about providing support for
patients with dementia, domestic abuse, and pain and
alcohol abuse.

• Members of the senior nursing team attended the trust
meetings of the Trust Patient Experience Forum where
they were able to discuss patient’s experiences and
ideas for how these could be improved.

• The department had introduced the Clinical Institute
Withdrawal Assessment (CIWA) to help support patients
with alcohol withdrawal symptoms.

• Staff we spoke with understood the bereavements
customs of different cultures and religions.

• The paediatric emergency department had been
decorated to make it more children friendly. A play
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therapist supported children for 23 hours per week.
However, staff told us the number of play therapists had
reduced from four to one. The play therapy service was
provided for four hours per day.

• One person told us they had a very positive experience
of the ED service. They were an advocate who had
visited the department with a patient who had a mental
illness. The person had very challenging behaviour.
They said staff were very calm and supportive whilst
they waited for the mental health team to attend and
review the person. The person had been in the
department from midnight until they were assessed at
11.00am the next day. The advocate told us there had
been several changes of staff. They said new staff
coming on duty were aware of the person’s needs and
treated them with dignity and respect. They said staff
were very understanding and caring and made
arrangements to ensure the person and other patients
in the unit were safe. Another person said "I am really
happy with my care so far and have received pain relief."

• One patient we spoke with told us, “My care felt
individual to my needs. I felt I was being monitored and I
was seen by two doctors." They said staff had changed
the curtains in their treatment bay. They said staff had
asked their permission before they changed them,
which they thought was “lovely.”

• Another person told us they felt, “Rushed when I first got
here and then I was left not knowing what’s going on for
three to four hours.” They said triage was not explained
and that staff were being over friendly because the CQC
were visiting.

• One person told us, “I don’t like the personal questions
they ask me about my children as they don’t live with
me so it’s nothing to do with them." They said, “I feel as
if staff look down on me because I have cut myself. They
don’t seem to understand I am ill and I need treatment.”

Patient understanding and involvement

• We observed care being provide in all areas of the
emergency department and saw staff preserved
patient’s privacy and dignity by closing cubicle curtains
when patients were being examined. We also saw staff
speak with patients in a caring way.Patients and
relatives told us the nurses were all very kind. Staff
lowered their voices to prevent clinical or personal
details being overheard.

• The results of the CQC 2014 A&E survey found the
department performed as well as other hospitals on a
range of aspects caring for patients. The questions
patients had responded to covered areas such as
doctors and nurses listening to what the patient had to
say, being treated with dignity and respect and if the
patient had confidence and trust in the doctors and
nurses. The responses to questions about patients
feeling involved in decisions about their care and
treatment, being given contradictory information by and
being able to discuss anxieties about their condition
were worse than other hospitals. The responses were
similar to patient’s responses at other hospitals for a
total of 21 questions out of 24.

• Some of the patients and relatives we spoke with were
attending the paediatric emergency department. One
person said, “The care is really good; the only complaint
I have is about difficulty parking.”

• We spoke with a young person who told us, “I am very
happy so far; the nurse was nice and understood what I
needed.”

• Another young person told us told us they were happy
with the care they had received and a mother who was
attending with her baby told us the care they had
received was excellent.

• Parents and carers spoke highly about staff in the
paediatric ED and told us they were caring. During our
inspection a child who was acutely ill was received
initially in the resuscitation area. Paediatric trained staff
attended the emergency before the child was stabilised
and transferred to the paediatric area and could treated
in a more child appropriate environment.

Are urgent and emergency services
responsive to people’s needs?
(for example, to feedback?)

Outstanding –

We rated emergency services at Wexham Park hospital as
'Outstanding' for 'Responsive' because:

The number of patients attending the department had
risen by 9.7% in 2014-15 compared to the previous year.
Staff told us the population served by the department had
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increased following the closure of another emergency
department. The department was treating more patients
than it had been designed to accommodate. It saw 110,000
patients in 2014-15, but the department was only designed
to treat 70,000 patients per year. Despite this rise the
performance of the service had improved markedly since
our last inspection. The service was able to respond to
increased demand and achieve the national quality
standard for seeing 95% of patients in less than four hours.

The ED team had re-designed patient flows within the
department and worked with colleagues in other
specialties to improve the processes for admitting patients
to the wards. There were plans in place to deal with surges
in demand. The number of patients leaving the department
without being treated had reduced and patients and
ambulance staff told us the department was better
organised.

The relatives room had been upgraded since our last
inspection and now provided a pleasant area for relatives
to talk to medical staff.

Meeting people’s individual needs

• We saw events had been organised to review the
department’s performance and ways in which the
service could be improved for example by improving the
pathways for people with a learning disability or
dementia.

• Staff working within the ED recorded the languages they
spoke on a white board in the hub office so staff knew
who could help with translation. Staff ensured
they knew which languages patients spoke. A sheet the
department had developed enabled patients to identify
the language they spoke. There were signs in different
languages within the department and signposting
people to the ED.

• There was a leaflet in 18 languages explaining the
availability of translators. A cancer peer review found
there was no robust flagging system in place to alert
clinical staff at the point when patients present in ED.
These meant decisions about a patient’s treatment
could be made without access to the patient’s most
recent clinical information and could, as a result, affect
the quality of their care. Information identifying cancer

patients in ED within the previous 24 hours was collated.
This was forwarded to the palliative care team if the
patient was discharged to alert them to the patient
being seen in ED.

• A room was provided for patients with a mental health
problem. Mental health staff could assess the patient's
needs in an a quiet, private area away from the main
department.

• The relatives room had been upgraded since our last
inspection and now provided a pleasant area for
relatives to talk to medical staff.

• An emergency department decision unit provided early
decision making capability for patients with a low
clinical risk who were likely to be discharged after a
short period.

Patient flow

• Patient flow through the department had improved and
waiting times reduced after the department
was re-designed. Increased consultant availability,
following the appointment of an additional three
consultants, an improved nursing model, multi
disciplinary co-ordination and improved pathways from
ED to other specialties all contributed to patient's
progress through the department. The department had
been re-designed to allow patients to be treated in the
most appropriate part of the department. The
department was divided into an initial assessment area
with ten treatment bays, a major’s area with 22 bays and
a resuscitation area with eight bays. A minor injuries and
illness area with six bays was adjacent to the main
department was open until midnight. The service was
staffed by GPs and an advanced nurse practitioner
employed by the trust. Medical staff from the emergency
department supported the minor injuries area when
needed. Consultant medical staff could admit patients
to the EDDU next door to ED if patients required further
investigations or assessment but were likely to go home
later that day or the next day. Admission pathways to
other specialties had been reviewed and improved. One
consultant specialised in intensive care and emergency
medicine and was able to advise ED staff on the most
seriously ill patients and facilitate their admission to ITU
if appropriate.

• A nurse assessed patients arriving by ambulance or on
foot, and then triaged them within according to the
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severity of their condition. Patients arriving by
ambulance were seen by a nurse or a doctor in an initial
assessment area before being transferred to the major’s
area with 36 bays. There was an isolation bay for
treating patients with a condition, which might be
transferable to other patients. A separate area was
provided for assessing and treating children. A room
was provided for teenagers to been seen, providing
privacy.

• The percentage of emergency admissions via ED waiting
between four and 12 hours had improved and was
consistently less than the England average. The
percentage of patients who left the department without
being seen had reduced from 2.8% to 2.1% which was a
considerable improvement. The numbers leaving has
continued below the national average since May 2015.

• The proportion of patients being seen within four hours
had improved from 93% to 95% in February 2015 and
was being sustained. The work of the department had
been transformed to ensure the achievement of
national standards was sustainable and patients needs
fully met whether they presented with acute trauma,
required support from mental health services or needed
overnight assessment on EDDU before going home. This
had also been achieved by working with clinical
colleagues across the hospital to introduce a new model
of medical care resulting in improved pathways
for prompt admission to the appropriate specialty and
consultant physicians in ED to assess and diagnose
patient's condition. A consultant also worked in ITU and
ED to treat critically ill patients and enable their safe
transfer to ITU when required.

• Patients were assessed when they first arrived in the
department by ambulance or on foot and streamed
according to the severity of their condition. Patients we
spoke with were positive about the initial assessment
process. However some were unhappy about the time
they had to wait before being treated and felt this was
not fully explained by staff.

• Multi disciplinary review meetings were held four times
during the day to review patients needs and the
operational management of the department. One of
the meetings was held at 10pm which ensured staff
were managing the flow 24 hours a day.

• Waiting times in the department were on display in the
waiting room although several patients told us they did
not understand why they were seen so quickly when
they arrived but had to wait for their treatment.

• An initial assessment was provided for patients with a
nurse led assessment service. An ED consultant was
available to support the assessment service if required.
This meant patients investigations could be ordered to
speed up diagnosis and treatment. Patients could also
be fast tracked to the resuscitation area if their
condition was more serious.

• The children's ED area had been decorated by an artist
to provide a child friendly environment. One child we
spoke with said “I like the monkeys and the lego on the
walls.” The young person’s parent said, “We got through
quickly with a bump on the head.”

• The results of the CQC 2014 A&E survey found patients
waited about the same as patients in other hospitals
before they were handed over by ambulance crews to
ED staff and about the same length of time before they
spoke to a nurse or doctor.

• We observed five patients receiving treatment in the
purple assessment area. Nursing staff introduced
themselves to the patient and there was a
comprehensive handover from the ambulance crew.

• The service monitored ambulance turnaround times
and a standard operating policy was in place if
significant turnaround delays developed. The procedure
allocated additional staff to the purple area or transfers
out of the department to free up space in the blue area
to make space for patients.

• We spoke with staff from the ambulance service who
spoke highly about the department. They said, “It is a lot
better than it was two years ago. Staff are flexible and
helpful and when we arrive we feel noticed when we
arrive and listened to."

• A patient who had attended on multiple occasions with
severe illness told us that the department, "had been
like a warzone and had improved a lot."

• ED staff met four times a day to review how the
department was operating. The number of patients was
discussed and staff were allocated to areas of the
department according to the severity of patient’s
condition. Issues elsewhere in the hospital, which could
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have an impact on patient flow through the ED, were
also discussed. For example the number of beds
available in other specialties or problems with accessing
portering or pathology services. Patients who were
particularly ill, those where there were any safeguarding
issues, patients awaiting psychiatric assessment,
staffing, the number of beds available and waiting time
breaches were also included in the meeting.

• The department had developed a point of care service
to undertake a range of tests in the department and
reduce the time for obtaining results. We saw a room
had been newly equipped and the service was close to
commencing. Patients would receive a more responsive
service once the service began.

• Patients in the department for more than four hours had
a tissue viability assessment completed and we saw the
matrons check that these were being completed.

• The department had a process in place for identifying
patients with sepsis. We saw examples of assessments
that had been correctly completed. However, we found
one patient did not have a completed assessment
despite the person having being identified as having
acute confusion and reduced levels of consciousness
together with a high heart rate. The person had not
been identified as possibly having sepsis despite staff
having identified and recorded more than two potential
signs of sepsis.

Learning from complaints and concerns

• We spoke with one patient who told us they had
complained about their experience and felt the
complaint was handled very well. They said staff had
been, “Very candid about the things which went wrong
and I felt staff listened to my concerns."

• We saw an analysis of complaints from April 2014 to
October 2015, which showed the number of complaints
had reduced month on month. The majority of
complaints at our previous inspection followed
particular themes such as poor communication
processes, waiting times and lack of access to food and
drinks. At this inspection we found the service had
learned from these complaints for example senior
nursing staff were spending more time in the
department making sure patients were being offered
food and drinks. Senior nurses had also received
customer care training, which they said had helped

them communicate and engage with patients and their
relatives. At this inspection we found complaints were
less focused around major themes and were more
concerned with the individual circumstances of the
patients visit. We saw examples of complaints and
compliments sent to the trust via the “Ask Andrew”
system. This was a facility on the trusts website, which
allowed members of the public to email complaints and
comments directly to the trust’s chief executive.

• The ED service monitored the number of complaints
and these were compared to other services within the
trust and historically over time. We saw a summary of
changes, which had been made following investigation
into complaints. A system was in place for ensuring
these actions had been put in place. We saw examples
of actions taken by the department in response to
complaints. For example customer care training had
been provided for senior nursing staff and there were
plans to extend this to other staff. A system had been
developed for recalling patients if an abnormality was
found on an x-ray after the patient had been discharged.
New vending machines had been installed in the waiting
area following a complaint from a patient.

Are urgent and emergency services
well-led?

Outstanding –

We rated emergency services at Wexham Park hospital as
'Outstanding' for 'Well-Led' because:

We found the department had been transformed over the
last twelve months. When we previously inspected this
service in February 2014 we rated this service as requires
improvement overall and inadequate for responsive.
Patients, staff and other services working closely with the
service all told us things had improved significantly over a
short period of time.

Since our last inspection a new leadership structure had
been developed. Consultant medical staff provided
leadership for aspects of the service such as clinical safety
and patient experience, clinical governance, education and
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training. There had also been changes to the senior nursing
team with the appointment of matrons who oversaw the
quality of the service being provided in the department on
a daily basis, ensuring patients were being well cared for.

Staff spoke positively about the considerable changes that
had taken place over the last 12 months and the pace at
which this had been achieved. They told us the leadership
of the department provided clarity about the vision for the
service and senior medical and nursing staff provided
support and direction. Consultant medical staff had highly
visible leadership responsibilities for improving the quality
of service which staff believed was making a positive
difference. Staff told us they felt more motivated,
supported and energised and many told us how proud they
were to work in the ED because the leadership and culture
had improved. We observed staff who were confident
about their roles and how to work effectively as a team.
Staff were nominated for recognition of their contribution
within the department, several had received awards within
the trust and during our inspection one person received a
national award for the work they had done on domestic
violence.

Staff looked for opportunities to involve patients for
example by inviting them to review patient information
leaflets and involving representatives in the governance of
the department through taking part in the clinical
governance group. Staff told us how much things had
improved over the last 12 months. They described how
they felt more involved in developing the strategy for the
service.

The department had made significant improvements to the
service provided. There had been improvements in clinical
practice and waiting times. Everyone we spoke to inside
the department, including patients, staff working
elsewhere in the hospital and partner agencies told us that
the service had improved.

We spoke to the senior management and clinical teams
and it was clear there had been strong and effective
leadership to drive the changes forward at a considerable
pace. The clinical, nursing and managerial team had
worked closely with staff to develop a clear vision of what a
good service should look like.

Vision and strategy for this service

• Staff spoke positively about the considerable changes
that had taken place over the last 12 months and the

pace at which this had been achieved. They told us the
leadership of the department provided clarity about the
vision for the service and senior medical and nursing
staff provided support and direction.

• Consultant medical staff had highly visible leadership
responsibilities for improving the quality of service
which staff believed was making a positive difference.
Consultant medical staff had additional leadership
responsibilities for particular area for example clinical
governance, training and education. Staff told us they
felt more motivated, supported and energised and
many told us how proud they were to work in the ED
because the leadership and culture had improved.

Governance, risk management and quality
measurement

• There was a well-developed system in place for
managing governance, risk management and service
quality. Monthly quality ‘dashboard’ reports had been
developed which summarised information on
performance against key quality standards such as four
hour waits and ambulance turnaround times.
Information was also included on a range of other
quality indicators. For example, the number of falls,
hospital acquired pressure sores, time taken for a head
injury to receive a CT scan, medicines errors and
complaints.

• A Clinical Governance group was the main forum for
bringing the strands of clinical quality together. The ED
quality dashboard reports were discussed by the
department’s Quality Committee.

• The group was led by the ED consultant with
responsibility for clinical governance. The minutes of the
meeting showed senior clinical staff from other
specialties attended most months to discuss specific
items relevant to the work of the ED. For example, a
consultant haematologist discussed the results of an
audit for chemotherapy patients who developed sepsis
and a pharmacist discussed the trust’s updated policy
for antibiotics.

• The remit of the clinical governance group covered a
wide range of issues, including incidents that had
occurred in the department; the results of national
clinical audits; clinical guidelines; the results of the
friends and family test; and complaints and
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compliments. The actions taken in response to issues
discussed at previous meetings were also monitored to
ensure the changes agree had been embedded into
practice.

• Monthly clinical governance and incident newsletters
were circulated widely throughout the department and
posted to staff’s email accounts. We found the structure
and accountability arrangements for clinical governance
in the department were clear and well understood.

Leadership of service

• The department had experienced considerable change
since our last inspection, which had been delivered
quickly. The fast pace of change had been achieved
through the engagement and leadership of senior
clinical staff focusing on quality improvement. The
senior clinical leadership team led improvements within
the department and worked with colleagues in other
clinical departments to develop a medical model, which
had improved patient flow through the emergency
department.

• Matron’s had been appointed who were visible in the
department. The matrons provided staff supervision
and support, and ensured patients were being well
cared for. Staff and patients were clear who was in
charge and knew who to go to for advice. The Matron's
identified issues early and acted to resolve them.

• Consultant medical staff told us they had received
coaching support, which had given them greater insight
into their leadership skills. They said this had helped
them reflect on the role they could play in leading
change and how to make sure the ED team felt engaged
and empowered.

• We saw the notes of a meeting in May 2015, which had
been organised to review the department’s
development objectives. These showed the department
had acted on the issues identified at our previous
inspection. For example key safety goals were identified
which included the timeliness of patients medicines,
access to clinical guidelines and safeguarding training
for medical staff. There was a clear action plan for the
issues identified.

• Senior leaders from the department participated in
monthly urgent care steering board meetings alongside
colleagues form other specialities to discuss pathways
between departments. The group also discussed
improving access to ED with the ambulance services.

• There was strong leadership for governance within the
department. There was multi-disciplinary team working
involving medical and nursing staff. Other clinical
professionals for example occupational therapists were
also involved in multi-disciplinary meetings. Monthly
meetings had been established with other speciality
teams that also included patient representation.
Consultant medical staff had taken on leadership roles
for CQC domains of safety, effectiveness,
responsiveness, caring and leadership.

Culture within the service

• Senior medical staff told us about the work that had
been undertaken within the department to develop
leadership and address issues which had been raised at
the previous inspection. They said an external facilitator
had been working with the department and the
leadership team. Staff told us the department had
developed a ‘can do’ approach because of the work.

• Staff were encouraged to challenge each other if they
felt something was unsafe. We saw an example of an
incident where a member of staff had been praised
because they had appropriately challenged a colleague
and prevented an error occurring. A member of the
junior medical team told us a major plus of working in
the department was the teamwork and the culture. They
said they had returned to work in the department after
working in another branch of medicine because of the
positive culture. They said they would recommend the
department as a place to work. They said the support
they received from senior medical staff was excellent
resulting in an environment where openness and
learning was encouraged.

• A nurse who had returned to practice after an absence
of five years told us they had applied to work at Wexham
Park because of the hospital’s reputation. They said they
felt valued and were confident they could challenge
senior nurses and medical staff.
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• All the staff we spoke with described a culture of
openness where they could raise issues and challenge
without fear. Where errors occurred staff felt there was a
'no blame' culture and staff were eager to make sure
they learned from their mistakes.

Public engagement

• A patient we spoke with told us they were pleased they
had been assessed quickly when they had first arrived in
the department but they said, “I don’t understand why I
have been waiting over an hour now to be treated.” They
said, “I know I can text feedback on the hospital and I
could use it to make a complaint and I am pretty
confident I would get a response.” Staff had met in
February 2015 to discuss the issues raised by patients
which included ways of improving people’s privacy,
patients not understanding the differences in waiting
times in different parts of the department and patients
not feeling fully involved in discussions about their care
and treatment. A range of ideas and actions to address
the issues had been discussed some of which had been
implemented at the time of our inspection for example
the time patients were likely to wait for treatment were
displayed in the waiting area.

• A patient representative participated in the ED clinical
governance meetings. The Clinical Governance group
was the main forum for bringing the strands of clinical
quality together.

Staff engagement

• We saw from records of meetings that safety
improvement had been discussed at a meeting in
January involving all staff working in ED including
volunteers, portering and clinical teams. The group had
carried out a safety survey questionnaire amongst staff
to identify top areas to focus on. A safety culture survey
had been undertaken in March which showed 76% of
the staff who responded understood how to report
patient safety concerns.

• Staff were involved in discussions about the service
improvement. Groups had been set up following our
last inspection to address the issues raised. We saw staff

had been asked what they felt worked well and to make
suggestions for improvement. The service had
implemented these recommendations, which had led to
improved performance.

• A new Chief of Service had been appointed to lead the
ED at Wexham Park hospital. A Deputy Chief of Service
had also been appointed with leadership responsibility
for the service at Wexham Park.

• Staff told us they were also involved in design of the new
emergency department being planned by the hospital
to open in 2016.

Innovation, improvement and sustainability

• The service had re-designed the department to improve
patient flow and consistently achieve national waiting
time quality standards. The department had achieved
the four hour waiting time standard since February
2015. Patterns of attendance had been analysed and
staffing levels were adjusted to respond to changing
demand patterns. This meant staff were more able to
respond to potential breaches and reduce the risk of
these occurring.

• Groups had been set up to review how the department
performed against the CQC standards.

• A consultant with responsibility for leading on mental
health had set up regular meetings with the psychiatric
liaison manager to improve the service for patients in
ED.

• Single clerking document launched in August 2015 to
reduce duplication of paperwork by inpatient team
doctors thus releasing more clinical time.

• Waiting and reporting times for x-rays were reviewed
jointly by ED and radiology staff to ensure patients were
not waiting longer than necessary for x-rays.

• The department had worked with colleagues form other
specialties to increase the services available for patients
during the winter months. This had helped maintain the
flow of patients through the department and improve
waiting times. There were plans to put similar
arrangements in place for the forthcoming winter
period.
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Safe Good –––

Effective Good –––

Caring Good –––

Responsive Good –––

Well-led Good –––

Overall Good –––

Information about the service
Medical care services at Wexham Park Hospital are
managed by the Medical Directorate.

The Medicine Directorate consists of the following
clinically led specialties: Cardiology; Respiratory; Acute
Medicine; Gastroenterology; Diabetes and Endocrinology:
Rheumatology; Care of the Elderly; Stroke; Haematology;
Oncology; Dermatology Neurology and Nephrology. The
directorate also manages the discharge lounge.

During 2014 there were 27,437 medical admissions, 65%
of which were emergencies and 33% day cases. The
majority of admissions were in the specialities of General
Medicine (67%) and Gastroenterology (27%).

Medical care services had a bed compliment of 370 beds
over 11 wards and 2 other clinic areas, including an
oncology day unit. During our announced inspection we
visited all the medical care areas managed by the
directorate and the discharge lounge.

To help us understand and judge the quality of care in
medical care services at Wexham Park Hospital we used a
variety of methods to gather evidence. We spoke with
doctors, including consultants, registered nurses,
including ward matrons, and healthcare assistants. We
also spoke with allied health professionals and support
staff, such as domestic staff. We interviewed managers.
We also spoke with about 30 patients and their relatives.
We looked at around 20 sets of patients' health records.

We observed care and the environment and reviewed a
wide range of documents including audit and
investigation reports, action plans, policies, and
management information reports.
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Summary of findings
Overall we rated medical care (including elderly care) at
Wexham Park Hospital 'Good' because:

We found medical care at the hospital was evidenced
based and adhered to national and best practice
guidance. The trust’s policies and guidance were readily
available to staff through the trust’s intranet. The care
delivered was routinely measured to ensure quality and
adherence to national guidance and to improve quality
and patient outcomes. The hospital was able to
demonstrate that it mostly met national quality
indicators.

Patients' medical outcomes were monitored and
reviewed through formal national and local audits.
Consultants led on patient care and there were
arrangements for supporting the delivery of treatment
and care through multidisciplinary teams and
specialists. We found that training for staff was good
with newly qualified staff being well supported. Staff
caring for patients had undertaken training relevant to
their roles and completed competence assessments to
ensure patient safety.

We found that the hospital was working towards offering
a full seven-day service. Although some medical
patients were treated in other areas of the hospital
when beds were not available, systems had been put in
place to ensure the consistent quality of their care. Staff
responded to individual patient needs for those living
with dementia.

The hospital had systems in place to allow patients to
feedback their experience of care on the medical wards.
The results of the surveys indicated that the department
provided excellent, compassionate care by friendly and
approachable staff. Patients we spoke with during the
inspection confirmed that staff were kind, considerate
and respectful. Complaints processes had been
improved since our last inspection. Complaints were
acknowledged, investigated and responded to
appropriately.

However, we found some areas that had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised:

We found some paper health records to be large in size
and documentation was hard to locate in these records
easily.

The electronic prescribing system used for patients
requiring chemotherapy could not be accessed by staff
working in Emergency Department (ED). Although staff
had put in measures to mitigate this risk the trust may
wish to reassess the risks associated with these
measures.

There was an overdependence on agency staff to
support permanent staff to ensure safe staffing levels
during the delivery of chemotherapy.
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Are medical care services safe?

Good –––

We rated the medical care (including elderly care) at
Wexham Park Hospital 'Good' for 'Safe' because:

We found that the trust had made improvements in
patient safety since our last inspection.

There were now robust systems to monitor safety
throughout the service. The directorate understood risks,
had a clear picture of safety across services and was
focused on improvement. Staff took an active role in
delivering and promoting safety, learning and
improvement. When things went wrong staff were open
and transparent with those affected.

The trust had improved recruitment and retention of staff.
Staffing establishments were set, and actively reviewed to
ensure patients' needs were met.

However, we found some areas that had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised.

Although medicines management had improved there
still remained areas which required improvement. We
found oxygen cylinders did not consistently have expiry
dates and ward nurses were not always signing receipt of
medications when they were delivered to the wards.

The electronic prescribing system used for patients
requiring chemotherapy could not be accessed by staff
working in the Emergency Department (ED), although
measures had been put in place to mitigate this risk the
hospital may wish to review this.

Incidents

• During the period October 2014 to September 2015
the medical directorate reported a total of 19 serious
incidents (SI) and no never events (Never events are
serious, largely preventable patient safety incidents
that should not occur if the available preventative
measures are implemented).The SI’s included 10 slips/
trips/falls, five pressure ulcers, three unexpected
deaths and one incident classified as unknown.

• The risk teams had revised reporting processes so
both trust sites (Wexham and Frimley Park) were using
the same reporting criteria. Staff who spoke with us on
the medical wards demonstrated their knowledge of
the incident reporting system. All staff were aware that
incidents should be reported and were able to use the
electronic reporting system. On the wards we visited
we saw a ‘Datix Trigger List’ poster which reminded
staff of the importance in reporting incidents.

• It was of note that of a total of almost 600 incidents
reported during the period, only 23 were reported by
medical staff. This indicated that, whilst all medical
staff we spoke with were aware of the system, there
may be less clarity on what incidents should be
reported and by whom.

• We saw that agency nursing staff used the incident
reporting system.

• We saw evidence that robust systems were in place to
discuss incidents with operational staff to support
learning and improve practice. We were told by a
matron that incidents were discussed at staff
meetings and junior and senior sisters’ monthly
meetings. All minutes from the staff meetings were
emailed to staff and placed in a folder in the sisters'
office which was easily accessible. We saw staff
meeting minutes which confirmed that incidents, such
as falls, were discussed and staff were involved in the
remedial actions to improve clinical practice. One
matron we spoke to told us that the sharing from SI
investigations and learning had greatly improved since
our last inspection.

• Copies of the September 2015 Clinical Governance
Newsletter and the Patient Safety and Quality (PSQ)
Newsletter were found in clinical areas across the
trust. These newsletters reinforced the importance of
reporting incidents along with changes in practice that
the trust had made to reduce the number of serious
incidents. For example, in the PSQ newsletter under
Venous Thromboembolism (VTE) risk assessments it
stated, “Complete the VTE risk assessment form and
put the stickers on the patients’ drug charts”. We saw
that this had been implemented in the patient records
looked at during the inspection.

• We reviewed the minutes from the multidisciplinary
Respiratory Clinical Governance Board meetings and
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found incidents were openly discussed. A clinical
governance action log was completed at the end of
the meeting and reviewed monthly giving an audit trail
of actions to improve practice. Learning points were
fed into the Corporate Clinical Governance meetings
where SI investigations were presented.

• The Eden day unit sister told us that adverse incidents
were recorded in the electronic reporting system as
well as informing the lead chemotherapy nurse.
Incidents reported included falls, extravasations
(accidental administration of intravenously infused
medications into the tissue space) and medication
errors. Reviewing the data submitted from the trust, 59
oncology incidents (covering the day and inpatient
areas) were reported in the last 6 months
demonstrating there was a culture of reporting.

• We found evidence of action, learning and changes in
practice from a recent root cause analysis
investigation of an SI on the Eden Day unit.

• Monthly medical professional meetings took place
where all band 6 and 7 staff attended. All incidents,
SI’s, action plans and staff vacancies were discussed
along with what was going well and what required
improvement.

• We saw that robust systems were in place to manage
safety alerts. A junior sister told us that they received
an email from the lead nurses, pharmacy or the
equipment department to highlight concerns.
Equipment where issues had been identified on an
alert would be removed from the ward.

• The trust had set up a Mortality Review Group (MRG)
that took place monthly and reported to the Quality
Committee. The MRG reviewed the Hospital
Standardised Mortality Ratio (HSMR) and Summary
Hospital-level Mortality Indicator (SHMI) data and
worked with clinicians to use the data to improve
practice. A summary was provided to the board
highlighting any changes in SHIMI and HSMR data. The
mortality leads screened all the deaths at Wexham
Park using a screening tool which flagged up deaths
that required a deeper review. This also helped to
support doctors in training where a patient had died.
One improvement in practice reported since
introducing the MRG was better completion of Medical
Certificates of Cause of death (MCCD).

• Each medical speciality held mortality and morbidity
(M&M) meetings monthly where all deaths are
reviewed. We looked at the minutes from the
respiratory M&M meetings from the last 6 months and
saw that discussions had taken place. The structure of
the M&M process differs from the Trust Development
Agency (TDA) recommendations but was thorough,
structured and proportionate. We saw there was
multidisciplinary attendance at the meeting, but it
was not clear whether junior doctors attended the
M&M meeting which could reduce opportunities for
junior doctors to learn from patient deaths.

• Staff we spoke with were aware of the duty of candour
regulations. A matron we spoke with told us that this
was incorporated in the incident reporting system and
prevented an incident from being closed down until
the duty of candour process was completed. We were
told that a case manager facilitated family case
meetings and we saw family meetings were logged in
the medical records.

Safety thermometer

• All clinical areas participated in safety thermometer
reporting and the results were visible at the entrances
of the wards on the "Safety and Patient Experience"
board. We saw evidence that safety data was being
collected regularly. This informed staff, patients and
visitors how long it had been since a fall with harm
had taken place, number of days since the last
pressure ulcers reported, hand hygiene and cleaning
score on the ward. On one ward we visited it had been
89 days since a fall with harm and 193 days since a
pressure ulcer was reported, hand hygiene was 95%
with the cleaning score at 98%.

• We saw that safety thermometer information related
to individual wards in order that local trends could be
identified and comparisons between areas made to
improve care. Between June 2014 and June 2015 a
low number of falls and pressure ulcers had been
reported across the medical wards. On one ward we
reviewed the safety thermometer data for 2
September 2015 and found 21 out of 24 harm free
patients with no new falls and pressure ulcers
reported. However, on that day two urinary tract
infections (UTI) had been identified, one with and one
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without a catheter. This demonstrated evidence of
continuous monitoring and management to improve
patient care and reduce occurrence of infections and
other incidents.

• Falls with harm between April 2014-2015 showed that
16 had been reported. Most of the wards we visited
demonstrated a decreasing trend. Patients at risk of
falling were given green wristbands and wore red
socks so staff were able to easily identify them. The
trust had introduced falls alarms. Other falls
prevention methods included medication reviews and
for patients over 65 having lying and standing blood
pressure taken on admission to highlight if falls in
blood pressure were putting patients at risk of falling.
The trust was promoting ‘fall champions’ in clinical
areas.

• Patients were assessed for the risk of developing a
venous thromboembolism (VTE) on admission as well
as being reviewed 24 hours later, or if the patient’s
condition changed. The patient medication chart
contained a sticker identifying that a VTE risk
assessment had been performed with a section for
documenting the VTE score and prescribing
prophylaxis such as anticoagulants and
anti-embolism stockings.

• Between November 2014 and October 2015 the
directorate had completed an average of 95% of VTE
assessments on admission which met with their target
of 95%.

Cleanliness, infection control and hygiene

• At the last inspection, patients and relatives had
stated that the hospital and wards were unclean. We
found a marked improvement at this inspection. We
observed that the wards were visibly clean and well
maintained. We saw support staff cleaning the wards
throughout the day and following a daily works
schedule. We were told by a matron we spoke to that
environmental audits were performed in conjunction
with the nurse in charge. The levels of cleanliness were
checked including chairs, corners, under beds and
high dusting. We observed an audit being undertaken
on Ward 9 during the inspection.

• There was a system of infection control and hygiene
audits. The average score for medical wards for audits

carried out in Q1 of 2015/16 was 97%. Cleaning audits
were also performed and medical wards achieved an
average score of 97% for the period February - July
2015.

• The wards we visited had a range of equipment that
was seen to be visibly clean. There was a system of "I
am clean" labels to indicate an item had been cleaned
and was ready for use.

• At the entrances to the wards and inside the nursing
bays and single rooms we observed adequate
hand-washing facilities. The bare below the elbow
policies were seen to be observed by all staff. Staff
were able to tell us about the five World Health
Organisation (WHO) steps to good hand hygiene.

• We observed staff wearing personal protective
equipment (PPE) including disposable gloves and
aprons and washing their hands between each patient
contact.

• On the wards we visited there were side rooms
available to undertake isolation/barrier nursing. A
notice on the door highlighted to staff and visitors
about the additional precautions required when
visiting the patient. We observed staff and visitors on
the Acute Medical Unit (AMU) wearing different
coloured disposable aprons when caring for these
patients. Staff told us that this was a reminder to all of
the increased risk and the importance of following
good infection control practices to prevent further
spread of infections.

• The sister on Ward 3 told us that that all relatives were
shown the precautions required before visiting a
patient in isolation and the trust infection control
nurse visited the ward daily or weekly as needed. They
provided drop in sessions to keep staff updated in
infection control practices to prevent and control the
rate of infections, including hospital acquired
infections.

• Between June 2014 and June 2015, the trust reported
no cases of methicillin resistant Staphylococcus
aureus (MRSA) bacteraemia; however 18 cases of
Clostridium Difficile (C. diff) were reported. On Ward 3
we observed a patient with C. diff was being nursed in
isolation according to trust policy.
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• At all entrances to the wards Patient and Safety
Experience boards contained information that was
updated weekly. This gave details including the hand
hygiene compliance rate and the number of days
since the ward had been methicillin resistant
Staphylococcus aureus (MRSA) and Clostridium
Difficile (C. diff) free.

Environment and equipment

• The medical wards we visited were arranged with bay
areas and separate single rooms. Single rooms were
used to manage patients with certain infections and
those requiring end of life care. Staff had separate
storage areas for clinical equipment. Staff we spoke
with told us that, “The environment was now much
better.” On Ward 9 the sister told us that a recent
environmental audit had been undertaken which
highlighted very poor decoration, leaking, mould and
cracks on walls. The patients were transferred to
another ward while the ward was refurbished ensuring
patients were being cared for in a safe and healthy
environment.

• On Ward 17 we observed the flooring was of poor
quality. This had been identified by a consultant and
the charge nurse who raised it as a hazard and risk to
dementia patients. The issue had been escalated to
estates and the senior management team, however
staff were still awaiting information on how the hazard
was going to be managed.

• Resuscitation equipment was easily accessible in all
the medical wards. We saw that logs were kept on
each trolley to show they were checked daily and
ready for use as per trust policy. We found that on
several wards, including Wards 3, 9 and the Eden unit,
that oxygen cylinders did not contain an expiry date.

• Arrangements were in place to service equipment. We
saw that the hospital kept a log of all their equipment
which included information such as the model,
supplier, condition of equipment, and when it was due
to be serviced or replaced. On one ward we visited we
observed a supply of blood pressure machines all of
which contained in date service records and ‘I am
clean stickers’. Staff told us they had enough
equipment to enable safe and effective delivery of
care.

Medicines

• On several wards we visited we checked the storage
facilities and record keeping of the medicines and
intravenous fluids (IV’s). We found that correct
procedures were followed and records were
maintained in accordance with regulations and
legislation. However, we did observe on Ward 9 that
when new medicines arrived on the ward the receipt
was not signed by a member of staff which meant
there was no audit trail that medicines had been
appropriately checked into the ward.

• Medicine trolleys were chained when not being used
and stored in the treatment rooms which had a digital
lock to prevent unauthorised entry. Medicines which
were temperature sensitive were stored appropriately
and regular checks were made of refrigeration and
ambient temperatures.

• We checked the storage of controlled drugs (CD’s) and
found they were stored securely and handled
appropriately demonstrating compliance with
relevant legislation. CDs were regularly checked by
staff. We audited the contents of the CD cupboard
against the CD register on two wards and found they
were correct.

• We reviewed three medicine prescription charts on
Ward 3 and observed they were completed clearly,
were legible with known allergies noted. We looked at
two other medicine charts on other wards and noted
that where a medicine had not been administered
staff had included the code that identified the reason
for the omission.

• We observed that Venous Thrombolisation (VTE)
assessments had been performed and a sticker was
placed on the chart to signify this, an improvement
since the last inspection. We found that oxygen was
prescribed and on one prescription chart a five day
course of antibiotics had been prescribed with a
review date in place. We also saw clear
documentation of antibiotics being stopped and the
reason for this indicating that staff were following the
trust antibiotic policy.

• We observed that staff were following good practice in
line with the National Dementia Strategy 2009
guidance and use of anti-psychotics for people living
with dementia 2009 guidance when prescribing
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anti-psychotic medication. In one medication chart
we reviewed, we saw the appropriate medication
prescribed as needed. The rationale for the
administration was provided.

• On the Eden Day unit we found that chemotherapy
that was delivered to the unit was stored in the
treatment room which had a digital lock on the door
to prevent unauthorised access. The storage of all
other medications followed national guidance.

Records

• The trust used paper medical records which resulted
in some patients acquiring large sets of medical notes
which were not easy to navigate to find the
information required.

• We observed in several sets of medical notes we
reviewed that after a clinical entry the name,
designation, date and General Medical Number (GMC)
were not always clearly written making it hard to
establish who had reviewed the patient.

• On the Oncology ward and day unit staff used a
combination of paper and electronic medical and
nursing notes. An Oncology Electronic Information
System supported chemotherapy prescribing, drug
ordering and pharmacy dispensing. Staff within these
areas had received training and passwords and used
the system to input patient information pre and post
oncology treatments. This information however could
not be viewed by staff on the medical wards should a
patient be admitted during the night. To mitigate this
situation nursing staff on the chemotherapy units had
been asked to update patients’ medical records to
ensure that patient records were complete, accurate
and up to date.

• We checked five sets of medical notes at Wexham Park
for patients receiving chemotherapy and found that
no updates had been recorded by the nursing staff
following patient treatments on the day unit, but on
the ward we observed that nursing notes were being
completed. Patients had chemotherapy diary record
books which we saw were completed by the nurses at
the end of a chemotherapy treatment.

• Staff in the Emergency Department did not have
access to the electronic prescribing system used for
oncology patients. However, we were told the

department could contact Eden Day unit and the ward
overnight for access to information from trained staff.
At times of high activity, this may introduce a level of
risk for the patient.

• We reviewed 15 sets of medical notes across a variety
of medical wards. We found good labelling/patient
identification. There were frequent consultant reviews
that took place within 14 hours of admission and
typically every 24 – 48 hours.

• Two sets of notes did not have a completed pathway
for acute kidney injury (AKI).

Safeguarding

• Almost 100% of nursing staff across the medical
directorate had completed their safeguarding training
levels 1 and 2.

• Staff were able to demonstrate an understanding of
the safeguarding of vulnerable adults and the
Deprivation of Liberty Safeguards (DOLS). They were
able to describe the escalation process required to
raise a concern.

Mandatory training

• We found mandatory training was predominantly
annual and a mixture of study days and e-learning.
Some training took place every two or three years. A
matron we spoke to told us that yearly training
included infection control, manual handling, fire,
information governance training and basic life
support. Three yearly training included dementia
and safeguarding. Training was modelled around the
duties of the different staff groups to ensure patient
safety.

• On one ward we visited we saw evidence that
mandatory training rates were about 90%. On a
second ward we visited we saw training records
confirmed that nearly all staff had completed their
mandatory training.

Assessing and responding to patient risk

• The nursing notes we reviewed contained risk
assessments, which we saw had been completed
when patients were admitted to the wards. The
assessments included moving and handling reviews,
risk of developing pressure ulcers, bed rail
assessment, falls assessment and nutritional
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assessment. Staff on two wards we visited told us risk
assessments were updated if circumstances changed
and reviews were conducted if patients remained in
the hospital for long periods. This was evidenced in
the nursing notes we reviewed.

• Patients’ vital signs such as temperature, pulse and
respiration rates were recorded. The early detection of
deterioration scoring tool (EDOD) was used and had
clear guidance and trigger points to alert staff when to
escalate care. The weighted scoring system allowed a
graded response. In the medical records we reviewed
we saw good evidence that EDOD was being
implemented with care being escalated in accordance
with triggering scores and guidance.

• The hospital audited its compliance with EDOD. The
last audit we were able to review data for was 2014.
The publication of 2015 data was due to be published
in June 2016. The 2014 audit highlighted good
compliance with all standards exceeding the 90%
target. However, there were some wards and areas
with significantly lower compliance. Following the
audit the trust made changes to improve staff
awareness. This included EDOD training during
induction and as part of the essential training
programme. The results of the audit were presented at
the Patient Safety Group, the Clinical Effectiveness
Group and speciality and directorate Governance
meetings.

• The Intensive Therapy Unit (ITU) outreach team
monitored EDOD and supported the ward with
deteriorating patients. If a patient needed to be
admitted to ITU this was done in conjunction with
discussion with a consultant. The aim was to admit
the patient within four hours. However, we were
unable to confirm if all patients requiring admission to
ITU were admitted within the four hour standard.

• The senior nurse told us that systems were in place to
support a patient who might suffer a reaction to
chemotherapy. These included immediate access to
medical staff on the Eden unit from the Eden ward.

Nursing staffing

• The numbers of staff planned and actually on duty
were displayed at ward entrances in line with
guidance contained in the Department of Health

document "Hard Choices". However, whilst we saw
that the nursing levels for the day did not always have
that day’s date staff told us that the boards were
updated daily.

• Nursing staff vacancies were evident on the majority of
the medical wards we visited. On two wards we visited
there were 16 Registered Nurse (RN) vacancies. A
matron we spoke to told us that the close proximity to
London made recruitment difficult as well as poor
recruitment of student nurses in the past. To address
these concerns the trust had introduced some
innovative recruitment strategies such as a "golden
hello package" and "recruit a friend scheme" to
encourage staff to come work at the trust.

• The trust had a recruitment strategy that was
addressing the nursing vacancies. This included
monthly open days and career fairs, attendance at
national and regional job fairs and revised benefits
packages.

• Student nurse recruitment had markedly increased
this year to 32 from the previous year where only four
were recruited. We were told that students could enlist
on an "acute rota programme" during preceptorship
where they would gain experience in clinical areas
such as cardiology, respiratory, Accident and
Emergency (A&E) and the Acute Medical Unit (AMU).
We were told 16 registered nurses had signed up to
the programme.

• We saw on Wards 3 and 5 that staffing levels had been
placed on the ward risk registers.

• Staffing levels were monitored through the directorate
clinical governance meetings and the Patient Safety
Group as well as the daily staffing meeting attended
by the senior nurse.

• There were three daily bed meetings where staffing
levels across the wards were updated. This enabled
management of staff throughout the day and
opportunities to take action where staffing issues were
identified. Any shortages of staff were discussed and
managed to ensure safe staffing levels were in place
across the wards. One matron we spoke with told us
that staff acuity was used to maintain safe staffing
levels and one sister we spoke with said that any
staffing issues were escalated to the matron at the
time it was identified.
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• Electronic staff rostering was used to plan staffing for a
six-week period and senior sisters identified the shifts
needing to be covered in advance in order to meet
vacant posts and long-term absence. These were then
checked by the matron and Head of Nursing. A nursing
sister and health care assistant we spoke with told us
that they worked extra shifts to help provide the
required cover. Any deficits in the rota were filled by
NHS Professionals (NHSP).

• We reviewed the nursing staffing returns for the month
of June 2015. We saw that daytime fill rates (to meet
agreed staffing templates) for registered nurses ranged
from 85 to 106% for medical wards. For day time care
staff the fill rates ranged from 80 - 127%. For nights the
registered nurse fill rate was 75 - 103% and for night
care staff it was 80 - 150%. This shows there was
variability in fill rates, although these figures do not
take account of occasions when a ward may run below
agreed numbers due to decreased patient need.

• On Eden Ward we saw that agency staff had a
passport. The passport identified the areas of training
required before they worked a shift on the ward and
included, for example, identification checks, local
orientation and medicines management. We saw 20
completed passports during the inspection. On Ward 9
the matron told us that they had a regular base of four
agency nurses who knew the ward and provided
continuity in care.

• Agency staff were used when NHSP was unable to
cover a shift. We saw evidence of the personal files of
the agency staff that regularly undertook shifts in the
Eden day unit. The files included copies of their
curriculum vitae, professional qualifications, training
undertaken and references. Induction training was
undertaken and we were told that passwords were
given to enable agency staff to access real time
documentation.

• On the Eden day unit staff told us that six vacancies
existed which included five band 5 RN’s and one band
6 RN. Six substantive RN’s were in post. When
operating two chemotherapy day units each Tuesday
and Wednesday, concerns were raised that insufficient
staff numbers placed added pressure on staff which

resulted in a poorer patient experience including
extended waits. Patients we spoke with confirmed
they often had long waits to receive their treatments
but accepted it as staff were very busy and rushed.

• We reviewed the nursing staff rotas for the
chemotherapy day service and saw that in July
/August 2015 there were 25 agency and four NHSP
shifts. In August/September 2015 this had increased to
35 agency with three NHSP shifts. There was an
overdependence on agency staff to support
permanent staff across the day units to ensure safe
staffing levels during the delivery of chemotherapy.

• Matrons told us that senior sisters undertook clinical
work one day per week to support staff vacancies, as
well as matrons who worked clinically when required.
In addition, the practice development team were
supporting the maintenance of safe staffing levels by
working one shift per week on the wards.

• There was a senior nurse on site out of hours to
support staff and was called upon should any issues
or concerns arise. This meant that staff did not need to
leave ward areas and could remain caring for patients.

• We were told that the Frimley Health NHS Foundation
Trust sickness/absence policy had recently been
introduced. This was a more robust policy than that
previously in place and set out a framework on how
sickness absence should be managed. On one ward
we visited the sickness/absence level was 4%. The
matron we spoke to told us that if a member of staff
was sick NHSP were contacted and the staff member
was unable to work a NHSP shift for the following two
weeks.

• The acute oncology service had two vacancies for
Clinical Nurse Specialists (CNS). This meant that
patient and carers did not have access to specialist
skills and support. The lead chemotherapy and
matron nursing posts were vacant but were out to
advertisement. There was a vacancy for a
lymphedema specialist nurse.

Medical staffing

• Medical consultants were available to provide advice
and support seven days a week. We saw evidence that
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confirmed ward rounds took place at the weekend.
Patient records we looked at showed that patients
were reviewed by a consultant at least once every 24
hours.

• Consultant cover on weekdays was 8am-12pm
post-take consultant, 12pm-8pm MAU (ambulatory
care and admissions), 5pm-9.30pm Physician on call
who covered admissions, handover and overnight
off-site. There was additional on-call 5pm until 8pm
Monday to Friday.

• Additionally there was a consultant of the week
Monday to Friday on specialty ward areas (cardiology,
respiratory, diabetes/endocrine, rheumatology, care of
the elderly) who was available for advice/consultation.
Gastroenterology were due to commence this service
in September 2015.

• Additionally on weekdays there was specialty registrar
cover 9am-9.30pm (admissions), 2pm-9.30pm (ward
cover), 9pm-9.30am (admissions/ward cover),
9am-9pm (MAU). Along with GPST/foundation/core
doctors covering 9am-5pm admissions (ST/CT/F2 x 1),
8am-5pm admissions/MAU (ST/CT/F2 x 1), 3pm
-midnight admissions/MAU (ST/CT/F2 x 3),
9pm-9.30am admissions/ward cover (ST/CT/F2 x 3),
5pm-9.30pm ward cover (F1 x1), 9pm-9.30am ward
cover (F1 x1). This meant that there was a minimum of
three or four doctors (not on-call) per speciality ward.

• At Weekends there was a physician on call
(admissions) 8am to 8pm Saturday and 8am to 4pm
on Sundays, and a physician on call (MAU/wards) 8am
to 6pm Saturday and 8am to 8pm on Sundays. There
was an additional physician on call 3pm – 9.30pm
(admissions, handover, overnight off-site).

• At weekends there was also a physician for cardiology
ward round/referrals (on call when not on site) 9am
until 1pm and a cardiologist on call (catheter lab, on
call when not on site) 1pm-5pm on Saturdays and 9
am to 1pm on a Sunday. A physician for neurology
referrals was available 8am until 9pm.

• During the weekends there was specialty registrar
cover 9am-9.30pm (admissions), 9am-9.30pm (ward
cover), 9am-9pm (MAU speciality doctor) and
9pm-9.30am (Admissions/ward cover). GPST/
Foundation/Core doctor cover over weekends was
8am-6pm MAU (ST/CT/F2 x 2), 9am-9.30pm MAU (ST/

CT/F2 x 1), 9am-9.30pm ward cover (ST/CT/F2 x 2)
,3pm-midnight ward cover (ST/CT/F2 x 1),
3pm-midnight admissions (ST/CT/F2 x 2), 9am-9.30pm
admissions/ward cover (ST/CT/F2 x 3), 9am-9.30pm
admissions (F1 x2) and 9pm-9.30am ward cover (F1
x1).

• On Bank Holidays there were additional speciality
ward rounds (one consultant per ward) 9am until 1pm.

• The hospital employed 137 whole time equivalent
(WTE) medical doctors. This consisted of 33%
consultants, 5% middle grades, 38% registrars and
24% junior doctors. This was in line with the England
average.

• Emergency Haematology and medical cover was
available at all times. However we were told there was
no emergency oncological cover and if issues
developed during the day on the wards there was no
oncologist present to manage difficult care or
treatment needs. Oncologists were based at Mount
Vernon and Royal Berkshire Hospitals.

Major incident awareness and training

• The trust had a major incident policy in place. A
matron we spoke with demonstrated a good
understanding of the trust major incident plans and
told us that action cards were available to describe
their duties in the event of a major incident. A recent
incident had occurred which resulted in all matrons
being called to the operations centre to manage the
incident. They were aware of how to access the plans
and what their role would be or who would be
responsible for directing them.

• The trust had designated Snowdrop ward as an
escalation ward with eight medical beds. Snowdrop
would accommodate any increase in admissions over
and above what the other wards could accommodate
in the event of a major incident. A senior nurse told us
that staff from Ward 2 would be used to support
Snowdrop when opened and Ward 2 would be
backfilled with agency staff. At the time of the
inspection Snowdrop ward was closed.

Are medical care services effective?
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Good –––

We rated the medical care (including elderly care) at
Wexham Park Hospital 'Good' for 'Effective' because:

We found medical care at the hospital was evidenced
based and adhered to national and best practice
guidance. The trust’s policies and guidance were readily
available to staff through the trust’s intranet.

The care delivered was routinely measured to ensure
quality and adherence to national guidance and to
improve quality and patient outcomes. The hospital was
able to demonstrate that it mostly met national quality
indicators. Patient medical outcomes were monitored
and reviewed through formal national and local audits.

Consultants led on patient care and there were
arrangements for supporting the delivery of treatment
and care through multidisciplinary teams and specialists.
We found that the hospital was working towards offering
a full seven-day service.

We found that training for staff was good with newly
qualified staff being well supported. Staff caring for
patients had undertaken training relevant to their roles
and completed competence assessments to ensure
patient safety.

Nursing staff assessed the nutritional needs of patients
and supported patients to eat and drink. Special medical
or cultural diets could be provided.

Evidence-based care and treatment

• New NICE guidance and any speciality specific
published guidance was discussed at clinical
governance meetings. Specialities discussed their
compliance with guidelines and identified any risks.
This was a regular agenda item and was minuted.

• The Oncology and Haematology services followed the
pathways and treatment regimens developed by the
Thames Valley Strategic Clinical Network. This meant
that patients were receiving care in line with national
guidance. However, as oncologists came from two
centers (Mount Vernon and Royal Berkshire Hospitals),
staff had to manage different processes and
procedures in the delivery of care which meant there
was a risk of confusion and error.

• There were systems for benchmarking clinical practice
against guidance. For example, clinical practice in
using Tocilizumab for Rheumatoid Arthritis at the
hospital between 2010 and October 2014 was
compared against NICE guidelines (NICE TA247and
BSR recommendations). This showed 100%
compliance for indication, neutrophil monitoring and
counselling and 92.3% for liver monitoring. However,
fasting lipid profile monitoring at baseline and 3
months showed low levels of compliance (23% and
16%) this was mainly due to non-fasting lipid profile
measurement. The hospital has made changes to this
process and planned to re audit later in the year.

• We saw examples in records where care bundles had
been triggered and followed in accordance with NICE
quality standards such as acute kidney injury (AKI).

• All diabetes related adult guidelines were updated in
August 2013. The trust was making further updates to
the policy at the time of our inspection. The updates
included guidance from the Joint British Diabetes
Society in partnership with NHS Diabetes and NICE
CG119, diabetic foot problems, (March 2011).

• The hospital operated a multidisciplinary diabetic foot
service in accordance with NICE CG119. There was an
in-patient pathway for diabetic foot with the hospital
aiming to assess all diabetic foot admissions within 24
hours (Monday to Friday).

• The Gastroenterology unit operational policy
incorporated local protocols and guidelines and was
updated in May 2015. A Gastrointestinal (GI)
endoscopy care pathway was used for each patient
which included a detailed safety checklist based on
the World Health Organisation's surgical safety
checklist.

• In gastroenterology, we found there was a rolling audit
programme for endoscopic procedures carried out at
the hospital. 30 day mortality, 8 day readmission and
timely follow up OGD for gastric ulcer were audited
monthly. Results and any learning points were
followed up at monthly clinical governance meetings
and monthly user group meetings.

Pain relief
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• Policies and guidance on pain management had been
reviewed and inpatients were audited for their
experience of pain.

• We saw that information on pain management was
available to staff through the ‘Pain Matters’ newsletter.

• The hospital used a pain scoring tool to assess adult
pain levels. In the records we reviewed we noted these
were completed appropriately and pain relief was
given when needed.

Nutrition and hydration

• Patients were risk assessed for nutritional problems
using the Malnutrition Universal Screening Tool
(MUST), a nationally recognised tool. Further
assessment and support from a dietician was
available for those assessed as at risk of malnutrition.

• We saw from the notes that we looked at that patients
had nutritional assessments on admission. These
were reviewed appropriately and actions were taken
according to any identified risks, such as referral to the
dietitian.

• We found there were systems to ensure that staff were
aware of patients' dietary needs and received any
support required. On one of the wards we visited we
saw that meal times were protected. Staff were alerted
to this time by the ringing of a bell on another ward we
saw the “red tray” system in place. Patients requiring
support were identified on a whiteboard in the ward
kitchen and staff informed at handover. Nursing staff
assisted patients with eating. Where there was open
visiting, for example on Ward 6, families also helped
their relative with eating.

• We observed lunch on one medical ward during the
inspection. Staff supported patients where required in
a calm atmosphere. A patient we spoke with said that
they were enjoying their lunch and that, “It’s nice and
hot."

• We received variable comments on the quality of the
food from the patients we spoke with. If a patient was
an inpatient longer than three weeks they could order
their meals from the restaurant. This was confirmed by
the dietician.

• We observed that hot and cold drinks were available
with water jugs regularly checked and refilled. This
was confirmed by patients.

• There were arrangements to provide food and drink to
patients not on medical wards. There was hot and
cold food and fruit available in the discharge lounge
for patients waiting for discharge from hospital. On the
Eden unit, the senior nurse told us that patients
receiving treatment during lunch time were offered
sandwiches.

• In April 2015, Healthwatch (Windsor, Ascot and
Maidenhead) undertook a review of patient
experiences of meal times at the hospital. Results
showed that 96% of the patients reported that they
were aware of the menu choices with nearly 80%
reporting that the food was served at the right
temperature and of sufficient quality. 93% of patients
reported that they had enough to drink throughout
the day.

Patient outcomes

• The Summary Hospital-level Mortality Indicator (SHMI)
provided details of patient mortality at trust level
across the NHS. The SHMI gave an indication of
whether the mortality rate of a trust is higher or lower
than expected when compared to the national
baseline (England). The number of deaths in medical
specialities Wexham Park was consistently better than
the national average and showed an improvement
from 87% in September 2014 to February 2015 where
the overall SHMI was 83%.

• The Myocardial Ischaemia National Audit Project
MINAP) audit shows that (nSTEMI) patients seen by a
cardiologist or member of the team was in line with
the national average. Patients admitted to the cardiac
unit or ward, and those referred for, or had, an
angiography is better than the national average.

• The National Diabetes Inpatient Audit (NaDIA) showed
that Wexham Park Hospital performed worse than the
England average in 13 of the 21 measures and better
in a further seven measures. The areas that the audit
flagged as worse than the England average were the
number of patients visited by a specialist team,
management errors, insulin errors, foot risk
assessments, food timing, choice and suitability, staff
knowledge over a number of areas and overall
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satisfaction. In response to this audit, the staff
knowledge domain has been addressed with the
provision of new e-learning modules. The trust has
also reviewed the implementation of ‘hypo’ boxes
across the hospital.

• In the Sentinal Stroke National Audit programme
(SSNAP) Wexham Park Hospital scored level D across
each quarterly audit between January 2014 and June
2015. However, it is worth noting that although the
trust collects the data by site to monitor its services;
Wexham Hospital has an acute stroke unit but is not
commissioned to provide hyper-acute care which
many of the SSNAP metrics assess and this would
adversely affect the rating awarded. However, it
should also be noted that the majority of trusts
achieve a D score in the national audit.

• The standardised relative risk of readmission for
elective admissions was worse than the England
average and for non-elective admissions was in line
with national averages. It is worth noting that elective
admissions account for only 3% of the directorate's
activity. The best performing specialities were
cardiology and respiratory medicine with
standardised scores of 96 and 89 where 100 is the
national average.

• The Joint Advisory Group on GI Endoscopy (JAG)
ensures the quality and safety of patient care by
defining and maintaining the standards by which
endoscopy is practiced. The hospital had current
accreditation for its endoscopy service.

• The hospital participated in an annual neutropenic
sepsis audit. In 2014 there were 40 suspected episodes
of neutropenic sepsis of which 27 were confirmed.
Time to treatment from triage was less than one hour
for all but eight cases, with all but two patients treated
within two hours. There were no deaths reported due
to neutropenic sepsis.

• However, staff we spoke with raised concerns that the
consistency and standards of care delivered to
patients with neutropenic sepsis (chemotherapy
related complication) on the general wards were not
in line with hospital policy. Issues included treatment
times not adhered to and bloods not monitored daily.
We saw evidence that these concerns were raised in
the minutes of the April and September 2015 Cancer

Unit Steering Group meetings. To address these
concerns the MacMillan Cancer Care Facilitators set up
10 minute drop in sessions on Wards 2, 4, 5, 6 and the
Acute Medical Assessment unit to set out the key
points in the management of neutropenic patients. In
addition, senior nurses discussed any incidents at
weekly catch up meetings.

• The lung cancer service received 614 new referrals in
2014 (a 15% increase on 2013) with 222 new cases of
lung cancer diagnosed. The National Lung cancer
database (2014) data showed that 74% of patients
diagnosed with small cell lung cancer received
chemotherapy and 16% of patients with non-small cell
lung cancer received surgical resection, both of these
are better than the national average.

• The respiratory department was in line with national
averages in relation to its organisational score in the
2014 National Royal College of Physicians /British
Thoracic Society (RCP/BTS) audit. They scored better
than the England average for provisional treatment for
respiratory failure.

Competent staff

• We saw there were induction programmes in place for
new staff. Two HCAs we spoke with described their one
week induction that included mandatory training. All
nursing staff had preceptorship for the week following
their induction.

• Medical staff were provided with a formal
departmental induction booklet which outlined
organisational issues, training arrangements, leave
protocols and who they contacted for support. A
senior clinical supervisor was allocated to each new
medical member of staff. Foundation doctors had
their own consultant appointed to oversee their
progress within the directorate.

• There was a preceptorship programme in place for
newly qualified nurses and new health care assistants
(HCA). An HCA described preceptorship programme
they had undergone and described it as useful.

• Staff said there were development opportunities and
programmes in place, there were "career clinics" held
to support staff in their learning and development. On
Ward 9, staff told us about the career clinics and that
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there was an allocated staff member promoting band
3 and 4 posts. A new care certificate programme had
been designed and all new HCAs would be enrolled on
this program.

• Dementia training was available and staff told us they
had attended level one training. An external specialist
dementia nurse also provided training within the
hospital.

• Some staff told us they found it difficult to get time to
attend training and sometimes did the training in their
own time. They felt this was related to the staffing
levels on the wards.

• We found that when there were gaps in staff
competence and knowledge identified action was
taken. In May 2015, oncology patients were no longer
cared for on a specialist ward but throughout the
hospital in generalist wards with the aim of medical
specialists managing their patients with advice from
oncologists. Prior to this move, generalist staff
received no training or education to support the move
of oncology patients. Concerns were raised that
shortfalls in care existed for this patient group in the
management of their complex needs. To address this,
the trust had recently introduced training sessions on
the generalist wards to upskill the staff on the needs of
cancer patients. We were unable to review the future
training programme.

• There were arrangements to improve staff skills in
relation to cancer care. Three MacMillan funded
cancer care facilitators (CCF) were in post and
reported to the lead cancer nurse. Their role was to
work clinically and enhance cancer care through
facilitation, role modelling, change management and
clinical leadership. We were able to review teaching
and education achievements of the CCF’s which
included: a weekly cancer rolling training programme
for generalist staff on Wards 1, 9, and 11; completing
basic competencies for band 5 RN’s on Eden Ward; the
scoping of cancer needs on Eden Ward.

• Staff administering chemotherapy were competent to
do so. The Eden Day unit’s senior nurse told us that
chemotherapy nurses had completed their N59
certificate in care of patients having cytotoxic
chemotherapy. The CCF’s had recently implemented
the national chemotherapy standards and

competencies around the delivery of chemotherapy.
These, we were told, will be carried out annually. We
reviewed the data submitted by the trust and found
that on Eden Ward and Day unit, 11 RN’s had
completed their annual competency with two RN’s
due to get their competencies signed off. We saw a
completed competency record.

• We were told that staff agreed to a learning contract
when provided with specific training for their role. Staff
agreed to stay for one year following a funded course.

• Annual appraisals were in place for staff. We saw
examples of completed appraisal documentation with
input from the manager and the member of staff being
appraised. Learning and development needs were
identified at appraisal. Staff appraisals were
monitored centrally by the human resources
department.

• We were provided with evidence of an example where
poor practice had been identified and was being
managed using appropriate Human Resources
policies.

Multidisciplinary working

• We found that patients had access to the full range of
medical, nursing and therapy services expected.

• We attended the weekly multidisciplinary meeting for
stroke patients. This was a consultant led
well-structured and well attended meeting. A clear
summary of each patient was provided followed by a
systematic review of the key issues where the
multidisciplinary input was valued.

• Every Monday there was a multidisciplinary discharge
planning meeting on Eden Ward. We were told that
there were daily multidisciplinary meetings (MDT) on
all other wards.

• We found good working relationships between the
medical in-reach consultants and the emergency
department.

• We attended a whole hospital handover meeting at
9pm attended by doctors, senior nurses and
managers. This was led by a registrar with the
consultant present. There was a clear structure that all
attendees followed. Individual patients were
discussed where there were specific concerns. Other
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specialties such as surgery and intensive care
attended. Individual ward handovers followed. This
was an effective and safety focused handover that
enabled team building and staff empowerment.
Development of the process was on going.

Seven-day services

• We found that the medical directorate was actively
working toward the provision of seven day service. The
vision of the Directorate was to move closer to seven
day service delivery which currently existed in
Cardiology and Acute medicine. Gastroenterology
provided an Endoscopy service seven days a week at
the hospital.

• The current medical model was designed to deliver
five day consultant presence across all specialties
ensuring continuity of care is paramount. Acute
medicine provided over 12 hours consultant-led
service for emergency referrals seven days a week,
with at least two consultants present out of hours.

• The Cardiology service provided a Primary
Percutaneous coronary intervention (PPCI) service five
days a week and was awaiting agreement to extend
this to seven days a week, the service had two cardiac
catheterisation laboratories and had expanded its
non-interventional services.

• Respiratory services provided an integrated model of
care in partnership with Berkshire Health Foundation
Trust.

• There was a consultant presence on the acute medical
take until 9.30 pm. This meant that patients could be
seen by a consultant within a maximum of 14 hours if
admitted after this time. The morning post-take ward
round function was shared between two consultants
in order to achieve this.

• There was a five day Ambulatory care service seeing
medicine and surgical patients, GPs could access the
unit directly.

• The liaison hospital palliative care service was
available to support patients with symptom
management and other concerns seven days a week.

• A twenty four hour telephone service was provided by
the palliative medicine consultants (shared rota with
the Thames Valley Hospice). They were contactable via
the hospital switchboard.

• In response to a national audit the respiratory
department negotiated a seven day working pattern
for respiratory specialist nurses in order to improve
the accessibility of a specialist nurse for patients
admitted with acute exacerbation of (COPD).

• Out of hours the consultant haematologists ran an on
call system with advice available at all times via the
hospital switchboard.

• The medicine physiotherapy team ran a Monday to
Friday service which included 11 qualified
physiotherapists and five physiotherapy assistants.
Weekend cover was provided by the ITU team who
saw respiratory patients as required.

• The medicine occupational therapy (OT) team ran a
seven day service. Between Monday and Friday this
included 14 qualified staff and seven occupational
therapy assistants. Weekends were covered by two
qualified OT’s and one OT assistant.

• Dedicated pharmacy teams supported clinicians,
attended ward rounds, and offered patient advice
seven days a week.

Access to information

• Staff told us that their main source of information on
trust policies and clinical guidelines was on the trust
intranet. We were shown examples on-line such as the
trust consent policy and resuscitation policy.

• Wexham Park Hospital had an electronic system for
recording the results of patient investigations.
Clinicians could view the results from various locations
and by remote access. The clinicians we spoke with
told us the system worked well and gave them real
time updates and information wherever they were.

Consent, Mental Capacity Act and Deprivation of
Liberty Safeguards

• Training in the Mental Capacity Act formed part of the
mandatory training programme.
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• We saw evidence of multidisciplinary best interest
discussions, Mental Capacity Act (MCA) and
Deprivation of Liberty Safeguards (DoLS) and family
discussions in patient records we reviewed.

• We found a good understanding of powers of attorney
and family involvement demonstrated at the stroke
multidisciplinary meeting.

• Staff we spoke with on Ward 18 demonstrated good
knowledge and understanding of the Mental Capacity
Act (MCA) and Deprivation of Liberty Safeguards
(DoLS). We were told there were six patients with a
DoLS authorisation in place and saw that these had
been fully completed. Staff found that there were
delays in receiving approval but the staff were
completing their part of the process in a timely
manner. On Ward 17 we saw the records of a patient
where an urgent DoLS form had been completed and
sent to the local authority for approval.

• We saw three examples of consent forms for patients
who lacked capacity to consent for themselves. These
were filled in as required; however the form did not
contain prompts for consideration of specific decision
points or legally important aspects. None of the forms
were completed by consultants.

• On visiting a ward we observed a patient who had
returned for aftercare following neurosurgery and saw
that a health care assistant (HCA) was providing 1:1
support. To ensure patient safety, the bed rails were
used and the patient was wearing mittens. We
observed that when physical restraint was used it was
proportionate and directed by safety concerns. Staff
we spoke with displayed clear insight into the
challenges and ethics/legality of restraint.

Are medical care services caring?

Good –––

We rated the medical care (including elderly care) at
Wexham Park Hospital 'Good' for 'Caring' because:

The hospital had systems in place to allow patients to
feedback their experience of care on the medical wards.
Feedback from patients and those close to them was
positive with regard to the way staff treated people.

We observed staff treated people with dignity and
respect. Patients felt well supported and well cared for as
a result. We saw staff were kind and had a caring,
compassionate attitude which enabled them to build
positive relationships with patients and those close to
them.

Compassionate care

• We saw that the Friends and Family Test (patient
feedback tool) information was displayed in the ward
areas. The hospital achieved a response rate of 56%,
better than the national average of 36% for the period
March 2014 to February 2015. For the period from
October 2014 to August 2015 there were high numbers
of responses for those that would recommend the
service to their families and friends. Individual ward
averages for this period ranged from 92 - 96%.

• In August 2015 scores FFT scores for medical wards
ranged from 88 - 100% with four wards achieving
100%.

• We saw many examples of compassionate care
provided by staff on the various wards that we visited.
For example, on the discharge lounge staff checked
each individual patient’s needs, ensuring that the
environment was safe for the varied patients that
came through for discharge.

• Typical comments we received from patients included:
“Marvellous care, always excellent;” “Fantastic care;”
“Always looked after.”

• We found examples of caring practice. For example,
we observed staff managing an incident where a
patient became verbally aggressive with care and
calmness. We were provided with an example where a
vulnerable adult confided specific concerns to a
doctor. This was discussed with the wider team so that
appropriate care and support could be provided to
the patient.

Understanding and involvement of patients and
those close to them

• Patients we spoke with said that staff explained care
and treatment plans and that they were provided with
good information. We observed nursing staff
introducing themselves to patients and relatives. On
Ward 3 we saw staff communicating well with patients
and their relatives and spending time with them.
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• On the stroke unit the ward clerk demonstrated high
quality telephone communication with a family.

• Relatives were encouraged to participate in the care of
patients when this was appropriate. For example, we
observed relatives assisting patients with their food on
the dementia ward.

Emotional support

• Medical and nursing staff provided emotional support
for patients and we observed occasions when this
occurred.

Are medical care services responsive?

Good –––

We rated the medical care (including elderly care) at
Wexham Park Hospital 'Good' for 'Responsive' because:

The needs of local people, commissioners and
stakeholders were taken into consideration when
planning services. There were established medical
pathways of care through the hospital from admission to
discharge. Policy and procedures were in place for the
safe and timely discharge of patients from hospital.

Patients were supported to access care at the right time,
and there were some systems for providing care closer to
home.

The directorate understood the different needs of its
individual patients and designed and delivered services
to meet those needs.

Although some medical patients were treated in other
areas of the hospital when beds were not available
systems had been put in place to ensure the consistent
quality of their care.

Patients were encouraged, and had the information they
needed to provide feedback or make a complaint. The
directorate reviews and acts on information from
complaints. The systems for managing complaints had
improved since our last inspection.

However, we found some areas that had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised.

Bed occupancy rates were high and average lengths of
stay for the majority of medical patients was longer than
the England average.

Service planning and delivery to meet the needs of
local people

• System resilience groups operated across Care
Commissioning Groups to inform acute care planning
and whole system escalation response. The medical
directorate engaged with these forums. Recent
discussions focused on frail elderly care provision and
community bed resource, which we saw had informed
the trust's evolving frail elderly strategy.

• The hospital screened frail elderly patients at the point
of entry to the hospital with a four point screening tool
that triggered a multidisciplinary response if potential
challenges and risks were identified.

• There were guidelines in place for criteria for patient
admission to monitored beds in the acute medical
unit (AMU) to ensure that those requiring this level of
support could access it.

• There was a five day ambulatory care service seeing
medicine and surgical patients which GPs can all
access directly. A dedicated anti-coagulation Nurse
Specialist/Pharmacist team was able to assess, treat,
follow up and discharge patients with suspected deep
venous thrombosis (DVT), to agreed protocols. These
services enabled patients to be treated "closer to
home" and in a timely manner.

• Oncology patients were entitled to free parking during
their treatment in recognition of the need to attend
multiple appointments at specific times. However,
patients told us that getting a parking space could be
an issue.

• Eden Ward provided a relatives’ room and facilities for
them to stay overnight if the patient's condition
warranted this.

Access and flow

• Emergency admissions accounted for 65% of the
directorate’s activity, with 33% day cases and 3%
elective admissions.

Medicalcare

Medical care (including older people’s care)

62 Wexham Park Hospital Quality Report 02/02/2016



• The average length of stay for emergency admissions
was 7.4 days, worse than the England average of 6.8
for 2014. General and respiratory medicine length of
stays was longer than average and cardiology at about
the average.

• Midnight bed occupancy ranged from 96% to 109% for
the period April 2014 to March 2015. This is worse than
the directorate's internal target of 95% and the
generally accepted standard of 85%.

• For the period April 2014 to March 2015 the directorate
achieved 97% of patients treated within 18 weeks of
referral for those admitted and 96% for those on a
non-admitted pathway. This is better than the
government target of 90%. For patients admitted,
General and geriatric Medicine achieved rates of 100%.

• No mixed sex breaches had occurred in the Directorate
of Medicine in past year.

• Policy and procedures were in place for the safe and
timely discharge of patients from Hospital. This policy
was developed by the trust to provide guidance to its
entire staff who may become involved in supporting
the discharge or transfer of care of a patient. It was
designed to ensure that patients received the right
care in the right place at the right time, and that trust
staff understand their role and responsibilities when
working with external health and social care partners.
The key principles and practices that underpinned this
policy were derived from ‘Ready to Go’ (Department of
Health 2010).

• The directorate was involved in projects to improve
the timely discharge of patients from hospital. For
example, the hospital engaged a local General
Practitioner (GP) for 30 hours per week to assist with
patient discharge. We saw the electronic real time log
that informed the GP of issues with potential to delay
a patient’s discharge. We were told that the GP worked
across all specialties at the hospital and felt that
strong relationships had been developed with staff at
all levels. The GP worked with external health and care
services to enable appropriate and timely discharge
for patients.

• Electronic discharge summaries were completed for
all patients discharged home or transferred out of the
trust, and also in the event of death, self-discharge, or
patients absconding from hospital.

• We observed staff from a care home welcomed on to a
ward prior to a patient’s discharge. This meant that the
discharge could be facilitated with clear
communication and handover in place for the
individual patient.

• Across the directorate there had been 616 bed moves
between January 1st and December 31st 2015. Figures
varied over the period with January 2015 being the
highest number at 73 bed moves and July being the
lowest at 24 throughout the month. It is worth noting
that January 2015 was a busy period for the Trust. On
the wards we visited staff told us that patients over 70
years, those with dementia or were confused would
not be moved. However, ward moves increased the
risk of spreading infections, disrupted continuity of
care and can be distressing for patients.

• We found there were medical outliers on surgical
wards during the inspection. For example, there were
three on 13 October 2015. We were told that these
patients were highlighted at the bed meetings and we
saw this happen at the meetings we attended. There
was a buddying system in place with medicine
consultant teams allocated a buddy ward. Patients
were seen by a doctor from the buddy ward and care
plans put in place. Wherever possible, and
appropriate, the patient would be repatriated to the
buddy ward in medicine.

Meeting people’s individual needs

• Overall, we found there were systems and
arrangements in place to ensure that the individual
needs of patients and those close to them were met.

• We observed handover at 9pm on the acute medical
unit. Individual patients were discussed, including
whether specialist teams were involved in their care
and where a new Do Not Attempt Cardiopulmonary
Resuscitation (DNACPR) decision had been made. This
ensured continuity of care for patients.

• Patients were assessed on admission for pressure
ulcers using the nationally recognised risk assessment
tool. Patients found to be at risk were provided with
appropriate pressure-relieving mattresses and
referred to the tissue viability team who provided
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specialist care with weekly reviews. Nurses told us
there was little delay in getting the mattresses and
profiling beds. We saw records that confirmed risk
assessments were being undertaken.

• We reviewed a set of medical notes on one of the
wards and found a laminated pressure relieving
equipment selection protocol chart which was linked
to the Waterlow assessment tool. Pressure areas had
been identified on the patient and an air mattress had
been ordered. We saw that the patient was being
nursed on the air mattress during the inspection.
However the nursing sister was unable to show audit
information regarding how promptly patients received
pressure relieving equipment after it had been
requested.

• Some wards had quiet areas for families and friends to
use. On Eden Ward there was a fridge in each room for
patients to store their own food.

• We saw that there were patient information leaflets on
the wards. Examples included dementia, duty of
candour, and eating and drinking.

• We saw evidence of the dementia screening tool in
place for patients over the age of 75 years however, on
a month to month basis, compliance fluctuated. On
one of the wards we visited we saw 100% compliance
for July with one patient being directly admitted to the
ward being screened. However, we saw that
compliance had fallen in August and this was thought
to be due to the new doctors and staff on annual
leave.

• Patients living with dementia were provided with
booklet called, “This is me” produced by the
Alzheimer's Society. This that provided space for the
recording information to assist staff in caring for the
patient appropriately and in line with their
preferences. However, we saw these were not always
fully completed.

• There was a dementia care pathway in place and
senior nurse identified as Dementia Specialist Lead
with and National Vocational Qualification in
dementia care.

• We observed several occasions where staff responded
to individual patient needs for those living with
dementia. One example was in respect of monitoring

and assisting a patient with food; another was in
respect of working with an external provider that
achieved a better outcome for the patient than that
originally proposed.

• Across the directorate a sunflower picture was used at
patient bedheads to enable staff to be aware that the
patient is living with dementia. The Sunflower Lounge
provided an area for patients living with dementia to
engage in activities and a variety of music was
available together with access to a garden.

• Where it was identified that additional support was
required, particularly for those patients living with
dementia, then extra nursing support was provided.
One to one care for patients was available and
provided when required. We saw this during our
inspection.

• At the time of our inspection the hospital was
updating its directories, including religious and other
cultural guides to support clinical staff in
communicating with and caring for patients from
vulnerable and diverse groups.

• The trust was also working towards a consistent
process and procedure to place a single interpretation
service across the hospital. These were available from
Slough translation services at the time of our
inspection.

• We saw examples of assessments in respect of
patients’ behavioural and psychological needs in the
patient records we looked at.

• There was access to the palliative care team and to
complementary therapists who provided care such as
massage and relaxation to oncology/ haematology
patients.

• There was access to multi-faith worship. We were told
that the chaplaincy were very responsive when
contacted by ward staff.

Learning from complaints and concerns

• The directorate had recognised that previously
complaints were taking too long to investigate and
that those investigations did not always involve the
patients, relatives and carers. It was also unclear as to
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whether complaints led to service improvements. As a
result during 2014/2015 a complaints and patient
experience manager was appointed in order to
improve the process.

• During 2014/15, the directorate had received a total of
195 formal complaints. There was an 11% decrease in
complaints received in the second half of that period.
The themes identified from these complaints were
communication, timeliness of treatment and decision
making, staff attitude, continuity of care and discharge
decisions.

• In the first quarter of 2015/2016 the directorate had
received 33 formal complaints representing a 30%
reduction when compared to the same period in the
previous year. In the second quarter of 2015/2016 the
trust saw a 34% reduction in formal complaints when
compared with the same quarter the previous year.

• Service improvement as a result of complaints
analysis has included staff training on communication,
mental capacity act, end of life care, falls, managing
anaphylaxis, as well as improvement in access to food
and drink, documentation, awareness of parkingsons
medication, escalation routes, access to thrombolysis
therapy, access to emergency PEG reinsertion, and
anticoagulant follow up. Individual training had also
been provided to named clinicians where specific
errors were identified.

• The complaints process was outlined in information
leaflets, which were available on the ward areas. We
saw information on raising complaints readily
available on all the wards and departments we
inspected.

• At the last inspection, we found complaints were not
dealt with in a timely fashion and a backlog had
developed. These had now been dealt with and any
new complaints were being managed more effectively.

• The trust had undertaken work to make sure it’s
Patient Liaison Service (PALS) was more visible. There
was an improved uptake of this facility by patients
reported.

• Complaints were monitored and discussed at
departmental clinical governance meetings. There
were mechanisms in place for shared learning from
complaints through the staff bulletins such as patient

safety, safer medications and infection control,
together with the briefings given to junior doctors and
the monthly nursing brief. Information about recent
complaints was displayed on the wards and any
changes in practice highlighted.

• The wards displayed examples of patient comments
and concerns on a “You said – we did” board to
demonstrate action taken in response. One example
on the stroke unit was a concern raised regarding
delays responding to call bells. The response under
“We did” was that staff had been reminded and the
rota adjusted to support known busy times on the
ward.

Are medical care services well-led?

Good –––

We rated the medical care (including elderly care) at
Wexham Park Hospital 'Good' for 'Well-led' because:

There was a clear, forward looking statement of vision
and values for the medical directorate. Staff were aware
of the directorate’s strategy and were mostly engaged in
its progression.

There had been a hospital wide review of governance
processes which had ensured that governance structures
and arrangements supported the directorate in the
delivery of its strategic objectives, and the provision of
safe care.

We were told of more collaborative culture since the last
inspection, and staff reported feeling respected, valued
and supported by an effective and visible leadership
team.

There was a pro-active approach to seek a range of
feedback from stakeholders, and to act on it.

Staff were encouraged to innovate and we saw examples
of staff innovation that had improved the quality of
services for patients.

Vision and strategy for this service

• At the last inspection we found there was no clear
strategy or vision for the medical services. Following
acquisition by Frimley Health NHS Foundation Trust
the vision, values and strategy was reviewed and
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made available for all staff within the trust. We heard
from all staff an understanding of the values and what
was expected from them. The matrons told us that
they found the values helpful. They were clearly
displayed in many clinical and non-clinical areas of
the hospital, on the web site and on documentation.

• A strategy work list was developed within the medical
directorate following workshops held at the hospital in
June and July 2015. This demonstrated a clear
strategy and vision for the medical specialties which
staff had helped formulate and felt engaged with. It
included, for example, the implementation of a 24
hour seven days a week primary percutaneous
coronary intervention (PPCI) service and planning the
demand for medical high dependency unit.

• The trust had a cancer strategy which set out the
vision for the service over the next five years. We were
told this was developed in consultation with the
Thames Valley Clinical Senate. This would move the
current service from a two centre provider model to
one providing the full range of haem-oncological
services with the Frimley Health lead cancer
consultant and lead cancer nurse overseeing the
implementation of the strategy. The change to a one
centre provider was designed to improve the patient
experience with the introduction of more
chemotherapy and a radiotherapy service for patients.

• We heard in the focus groups and from individual staff
of the trust’s efforts to improve staffing levels by more
proactive recruitment through the use of innovative
strategies such as "golden hellos".

Governance, risk management and quality
measurement

• A trust wide review of audit processes across medicine
had taken place in 2015. It was recognised that
individual departments were reviewing their own
audit processes but that trust wide learning was not
being disseminated. A clinical effectiveness and audit
committee (CEAC) was established in early 2015, with
the first meeting occurring in April 2015. The
committee has representatives from all directorates as
well as services such as pharmacy, radiology,

pathology and IT. The committee meets on alternate
months with each department providing an annual
summary of their participation in audit with the
sharing of lessons learnt.

• There was a system of governance which staff
understood and could explain. Clinical governance
systems was now embedded at speciality level with
structured standard meeting agendas complete with
minutes and action logs for governance meetings.

• New central directorates had been established to
manage complaints, patient safety and quality
assurance. This enabled managers to track and trend
themes and identify and emerging trends for early
intervention.

• The Family and Friends Test had been expanded to
include questions, which gave a baseline on the
patient safety culture within the trust.

• Quality dashboards were used as a multidisciplinary
tool for performance monitoring across the medical
division. Data quality was an issue raised at the
previous inspection. This was now monitored through
a programme of internal and external reviews.
Feedback was then given back to the wards,
departments and individuals to enable them to
provide better quality data.

• Patient safety and patient experience boards were
displayed in public areas on the wards which gave
relevant up to date information to patients and
visitors.

• Each area maintained its own risk register, which fed
into the directorate risk register. We reviewed the risk
register and saw that mitigating actions were reviewed
and updated regularly. The local risk registers were
managed by the ward managers. These fed into the
directorate risk assurance framework, which were
reviewed and updated monthly. These reported to the
Board via the Clinical Governance Committee.

• Senior clinicians and managers told us they could
raise issues for discussion and resolution through a
network of performance, clinical governance and
safety meetings that took place on a planned basis
throughout the medical division.

Leadership of service
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• Staff were very positive about the changes over the
past year. They told us that they were supported by
their line managers and that senior staff members and
the teams were both visible and willing to work
alongside staff.

• We found that there was improved support for
practice development and education. The matrons
told us that they were undertaking a leadership
programme.

• The matrons told us at their focus group that they
were supported to work with the Frimley Park
matrons. There were regular meetings across the
trust’s hospitals that enabled joint learning, policy
sharing and development towards joined up pathways
and practice. This in turn provided a larger support
network within the trust.

Culture within the service

• We were told of more collaborative culture since the
last inspection, where clinicians felt listened to and
where staff felt they were both working together and
learning together. Staff described the culture as, “More
transparent.” We were told that the senior
management team were approachable.

• An external clinician described being welcomed as
part of the hospital. They also felt part of any future
development of the service.

• Another consistent message from staff focus groups
and individual staff we spoke with during the
inspection was of improved communication in both
directions from board to ward.

• Staff in the various clinical areas visited told us of the
strong team work in place and their pride in working
at Wexham Park.

Public engagement

• In January 2014 the trust set up the Patient Experience
Tracker (PET). Volunteers invite patients to take part in
an anonymous survey on their experience on the
ward. The aim was for five patients from each ward to
take part each month. The results were fed back to the
wards.

• The trust provided their quarter one report for the
period April to June 2015 with comparisons against
the previous three quarters and some comparisons

against the Friends and Family Test (FFT). We saw that
the medicine directorate’s percentages of patients
who would recommend the service were broadly
similar to the FFT results for the four quarters reported
on.

• Examples of other areas where the medicine
directorate scored well included: respect and dignity
(improving from just under 90% to 96% over the four
quarters), privacy at 97% (new question for Q1 2015)
and confidence and trust in doctors (improving from
just under 80% to 94% over the four quarters).

• There was one question where the negative response
percentage (52%) was higher than the positive (48%)
and that was regarding patients being informed of
their discharge date. Otherwise the results were
positive. The PET results were also presented at
individual ward level.

• The Patient Experience Report presented to the trust
Quality Committee in September 2015 included the
PET results as well as complaints, PALS contacts and
examples of changes.

• As part of the Joint Advisory Group (JAG) requirements
for accreditation an endoscopy patient survey of the
service was undertaken and reported on in May 2015.
The objectives were to identify areas of concern or
poor patient satisfaction, make recommendations for
improvement and to develop an action plan to
implement required changes. The findings showed
that the service scored above 90% compliance for 19
of the 21 criteria audited with 70% to 89% compliance
for two criteria. The report showed that compliance
levels decreased for three criteria against the previous
year’s audit and increased (improved) for 14 criteria.
The audit covered areas such as patient information,
consent process, explanation of results, privacy,
dignity and courtesy of staff. The report included the
action plan and examples of individual patient
comments.

• The directorate had introduced Senior Nurse ward
rounds where a senior nurse reviewed all patients
documentation and talks to patient about their care
and experience at least weekly.

• The trust linked with the local Healthwatch as well as
with the Clinical Commissioning Group lay member
overseeing patient and public involvement.
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Staff engagement

• Staff told us that the Chief Executive and senior
management team were very visible.

• A member of cleaning staff told us how proud they felt
when the Chief Executive wrote thanking cleaning staff
for their hard work and commenting on how clean and
shining the floor was in the reception area of the
hospital.

• Doctors were involved in trust wide groups such as
clinical governance and mortality and morbidity
(M&M) meetings.

• The quarterly Family and Friends Test included
additional questions regarding values and leadership.
The most recent results (April 2014 to September
2015) showed that improvements in staff across the
hospital recommending the trust as a place to work up
17% to 57% and in staff recommending the trust as a
place to have treatment up 25% to 69%.

• There were feedback forums for junior doctors, junior
nurses and healthcare assistants. We heard how the
feedback forum had improved conditions for both
staff and patients.

• We saw that regular staff meetings were held in all the
departments that were minuted. We saw examples of
these minutes.

Innovation, improvement and sustainability

• The trust had undertaken a campaign to improve VTE
reassessment of VTE scores after 24 hours. This
included the launch of a national poster campaign
and a redesign of internal processes.

• A six month project in Rheumatology and medical
wards looked at initiatives to reduce unnecessary
inpatient stays. This used a structured morning board
round, computer on wheels, midday MDT meeting to
discuss social care packages and an afternoon board
meeting. Over the 6 month period of the trial the time
taken to declare a patient medically fit for discharge
fell from 21 to 15 days. For patients awaiting packages
of care the total length of patient stayfell from 46 to 15
days. Elements of this trial have now been
implemented as normal practice across the medical
wards.

• As part of a drive to improve care noise at night, wards
had been supplied with the use of soft opening/
closing bins to reduce noise and had agreed "lights
out times" to ensure patients could get adequate rest.
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Safe Good –––

Effective Good –––

Caring Good –––

Responsive Good –––

Well-led Outstanding –

Overall Good –––

Information about the service
Wexham Park Hospital has orthopaedic and surgical wards,
a private ward, a pre-admission unit, a day surgery unit
providing 130 surgical beds. There are nine theatre suites.

The hospital currently provides emergency, general trauma
and elective surgery. Surgery at Wexham Park Hospital is
divided into three teams; the orthopaedics, trauma and
plastics team; the general surgery and urology team; and
the specialist surgery team.

During our inspection we visited all inpatient areas of the
surgical services. We spoke with 44 patients and their
relatives. We reviewed 18 sets of patients’ records as well as
other documentation. We observed care and treatment
delivered by staff. CQC held focus groups where staff could
talk to inspectors and share their experiences of working at
the hospital. We spoke with over 60 members of staff who
were working in a wide variety of roles including divisional
directors, the chief nurse, matrons, ward managers, nurses,
health care assistants, ward clerks, and housekeeping and
domestic staff. We received information from members of
the public who contacted us to tell us about their
experiences both prior to and during the inspection. We
also reviewed the trust’s performance data.

At our last inspection of Wexham Park Hospital we found
the surgical services to be inadequate. This was because
staff had not always completed the World Health
Organisation’s (WHO) surgical safety checklist, there were
poor staffing levels, and little learning took place from
incidents. There were also concerns about the use of the
theatre recovery area as an inpatient bedded area, the high

number of operations cancelled at short notice, the
frequent movement of patients between wards late at
night, and the large volume of medical patients being
cared for on surgical wards. Staff told us about a culture of
bullying in which they were discouraged from raising
concerns. Governance arrangements were poor with
inadequate systems for monitoring the performance of
surgeons.
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Summary of findings
Overall we rated surgical services at Wexham Park
Hospital as 'Good'. This was because:

The majority of issues identified in the previous report
had been addressed. The trust had action plans for
areas of concern that remained, such as staffing. Staff
continuously monitored these plans and took
appropriate actions in a timely manner.

We found that leadership in all areas had improved.
Senior staff were visible, available and supportive to all
staff. We found that improvements throughout the
surgical division meant that patients experienced safe,
effective and appropriate care and treatment that met
their individual needs and protected their rights. Staff
provided care that was compassionate and all patients
were treated with respect and dignity. Patients had their
individual risks identified, monitored and managed.
There were systems to regularly monitor and review the
quality of service provided.

Staff were competent and knowledgeable about their
specialties on both the surgical wards and in the theatre
units. Mandatory training was generally up to date with
further staff training and development available and
encouraged.

Outcomes for patients were good and the surgical
departments followed national guidelines. The clinical
environments, including the equipment available, were
clean and well maintained. Departments undertook
frequent audits such as environmental, theatre
checklist, infection control and hand hygiene. Clinical
governance teams analysed the audits and fed the
results back to staff. Where risks were identified there
were action plans to resolve or manage them in a timely
fashion.

Incidents and complaints were investigated and
handled in line with trust policy. There were systems to
feedback to staff any learning from incidents and
complaints.

The trust had recognised that improvements were
needed to address the culture within the surgical
division and had taken robust action to address the

bullying issues. Staff were enthusiastic about the
initiatives taken to address the concerns raised at the
last inspection and were passionate about the quality of
care they delivered.

However, we found some areas that had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that
risks to patients were minimised:

There was a degree of underreporting of incidents. The
trust was aware of this issue and had strengthened
governance systems and improved training and
development in reporting and managing incidents and
complaints.

Although we noted an improvement in medicine
management, there were still some practices that did
not meet current best practice or comply with national
guidelines. Issues included insufficient monitoring of
temperatures and security.
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Are surgery services safe?

Good –––

We rated Surgery at Wexham Park Hospital ‘Good’ for ‘Safe’
because:

There were now robust systems to monitor safety
throughout the service. This included clinical aspects such
as the five steps to safer surgery and the World Health
Organization’s (WHO) procedures for safely managing each
stage of a patient’s journey from ward through to
anaesthetic, operating room and recovery. Environmental
safety was assured through regular monitoring and
on-going checking of issues such as infection control,
equipment and facilities. The NHS Safety Thermometer is a
national tool used for measuring, monitoring and analysing
common causes of harm to patients. The surgical services
used the safety thermometer to monitor and assess the
quality of care delivered.

Identified concerns were closely monitored and actions
taken to mitigate the risks to patients. For example,
consistently staffing the wards and theatres to the required
establishment was an acknowledged concern. Managers
had live information as to the current staffing on the wards
and in theatres and were able to take immediate action
where staffing levels fell below the required levels.
Managers discussed staffing levels at regular meetings
where the staffing level statistics were updated throughout
the day. We found that staffing levels had improved since
our last inspection, although there continued to be a
number of vacancies across the surgical wards and
theatres. The trust’s proactive management of the staffing
situation meant that understaffing did not impact the care
that patients received.

We found that patients were protected from avoidable
harm because there were systems to report, monitor,
investigate and take action on any incident that occurred.

We saw that patients’ care needs were assessed, planned
and delivered in a way that protected their rights and
maintained their safety. The hospital had systems to
identify when patients’ condition deteriorated and were
becoming increasingly unwell. This enabled staff to provide
increased support. Recognised tools were used for
assessing and responding to patient risks.

We found that staff attendance at mandatory training was
good and staff were knowledgeable in how to safeguard
and protect vulnerable patients.

The general environment was visibly clean and a safe place
to care for surgical patients. There were robust systems and
processes to ensure that a high standard of infection
prevention and control was maintained. There was
sufficient emergency resuscitation equipment available,
appropriately checked and ready for use in suitable
locations throughout the surgical services.

However, we found some areas that had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that risks
to patients were minimised:

Although we noted an improvement in medicine
management, there were still some practices that did not
meet current best practice or comply with national
guidelines. Issues included insufficient monitoring of
temperatures and security.

Although the majority of the surgical records and medical
notes we reviewed were well completed, the records did
not always meet best practice, for example in the recording
of venous thrombosis risk assessments and completion of
the surgical pathway.

Incidents

• It is mandatory for NHS trusts to monitor and report all
patient safety incidents through the National Reporting
and Learning System (NRLS). If an incident is assessed
as a serious incident it is also reported using STEIS
(Strategic Executive Information System). Serious
incidents can include but are not limited to patient
safety incidents for example loss of confidential
information. Any serious incident which meets the
definition of a patient safety incident should be
reported to both STEIS and NRLS.

• At the last inspection we found the process for
undertaking investigations of incidents was slow and
there was little learning disseminated to staff.

• Following our last inspection, the trust had taken action
to improve incident reporting. New processes and
procedures had been implemented. The trust had
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reviewed all serious incident investigations undertaken
since April 2014 and reopened eight for panel review.
This demonstrated the new process was fair, open and
transparent.

• We found at Wexham Park Hospital all incidents were
reported appropriately through the trust’s electronic
reporting system. There was an incident reporting policy
and procedure in place that was readily available to all
staff on the trust’s intranet. Staff we spoke with were
aware of the policy and were confident in using the
system to report incidents.

• The trust now monitored and analysed incident
reporting in order to identify areas, which under
reported and to target improvement. Incident recording
had been improved by staff having computer access to
allow them to record incidents electronically. Staff on
the wards and in theatre told us that they were much
better at reporting now, from the healthcare assistants
to the junior doctors and consultants. Because of the
lack of previous data this could not be verified.

• There had been one reported never event in the
previous 12 months. (Never events are serious, largely
preventable patient safety incidents that should not
occur if the available preventative measures are
implemented). The never event occurred in theatres and
related to orthopaedic surgery. Theatre staff told us of
the investigation into the never event. There was an
action plan in place to prevent a similar issue
happening again.

• 11 Serious Incidents were reported on STEIS between
October 2014 and September 2015. When benchmarked
nationally, this was in the lower third for numbers of
incidents being reported and may relate to the previous
under reporting identified by the trust.

• Learning from incidents across the trust was fed back to
staff and had led to changes in practice to ensure
patient safety. Staff gave us examples where changes in
practice had occurred following learning from incidents.
This included a review of the cancer pathway, review of
nursing documentation, a re-launch of the sepsis
pathway and the introduction of green wristbands for
patients at risk of falling. Theatre staff gave us several
examples of learning from incidents and changes in
practice. For example, different sized syringes were now

used following an incident where a drug was
administered incorrectly. We saw minutes from staff
meetings where feedback and learning from incidents
was cascaded to staff both in theatres and on the wards.

• Mandatory training now included patient safety training
and reinforced the importance of reporting incidents
and a ‘No blame but not no responsibility’ culture.

• We saw that staff, patients and relatives were supported
and informed of the outcome in accordance with the
trust’s Duty of Candour. The Duty of Candour policy
requires healthcare providers to provide patients and
their families with information and support when a
reportable incident has, or may have, occurred.

• The trust kept appropriate records of incidents that had
triggered a Duty of Candour response. The trust’s policy
included recording communication with the patient and
any other relevant information on the electronic
reporting system.

• For example, between April to June 2015, we noted that
12 responses had been made for the surgical division at
Wexham Park Hospital.

• We found that senior clinical staff were more confident
in describing the process to us. Whilst other staff did not
always understand the terminology, the process they
described in communicating with patients and their
relatives reflected openness and transparency.

• We spoke with consultants and senior managers, who
told us about the clinical governance, risk and mortality
and morbidity (M&M) meetings, which were held
monthly by directorate and were used to discuss any
learning from incidents. Minutes of the M&M meetings
were available for inspection. These demonstrated
learning from recent incidents that had occurred.

• Staff in theatres told us that previously, “if mistakes were
made we were shouted at, that is no longer the case”.
We observed a consultant sharing learning from a
serious incident and reinforcing the changes to make
sure the incident was not repeated.

Safety thermometer

• The NHS Safety Thermometer is a national tool used for
measuring, monitoring and analysing common causes
of harm to patients, such as falls, new pressure ulcers,
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catheter and urinary tract infections and venous
thromboembolism. We found that the NHS Safety
Thermometer information was available on all of the
surgical wards we inspected.

• We saw evidence that safety thermometer data was
being routinely used to improve the quality of care. For
example the number of ‘Harm Free Days’ were clearly
displayed in each area. The staff we spoke with were
proud of the results in their area. One staff member told
us "193 days that’s a really positive thing to show
patients."

• We noted that the Patient Safety Thermometer data was
discussed at the ward clinical governance meetings.

Cleanliness, infection control and hygiene

• There were infection prevention and control policies
and procedures in place that were readily available to
all staff on the trust’s intranet. We found the surgical
wards and theatre department to be adhering to
national infection control guidance. We saw a very high
standard of cleanliness in all the areas that we visited.

• We noted that the hospital’s infection rates were
consistent with the national average for bacterial
infections such as MRSA and C. difficile during 2013/
2014. Between April to October 2015 were no reported
cases of MRSA or C. difficile bacteraemia. There were no
particular issues noted with infection in the surgical
wards or theatres.

• We noted that the trust participated in mandatory
surgical site infection surveillance service that occurred
during the inpatient stay, on readmission and post
discharge for hip and knee replacements and fractured
neck of femur patients.

• There were designated staff with infection control
responsibilities. The hospital had a dedicated infection
control team, which provided support to staff five days a
week.

• We saw that regular infection prevention and control
audits took place in order to make sure all staff were
compliant with the trust’s policies such as hand hygiene
and the use of personal protective equipment (PPE). We
were told that a recent dip in the hand hygiene audit

performance had been discussed with the general
surgery team and was now showing an improvement.
The most recent hand hygiene audits conducted in
theatres demonstrated 94% compliance.

• Audits also took place to monitor standards of practice
in relation to national infection control guidelines and
to improve patient outcome related to surgical site
infections. Following the audits actions had taken place
such as reviewing the trust guidelines on antibiotic
prophylaxis and raising staff awareness.

• All surgical areas we inspected where patients were
seen and treated were visibly clean and tidy. All patients
we spoke with told us the hospital was always kept
clean and tidy. They told us they noticed the nurses
were always washing their hands.

• Hand washing sinks were readily available with
sanitising hand gel throughout all the locations we
inspected. We found that staff were generally aware of
the principles of the prevention and control of infection
(IPC). We observed staff regularly use hand gel on
entering clinical areas and between patients. The ‘bare
below the elbows’ policy was adhered to and personal
protective equipment (PPE) such as disposable gloves
and aprons were readily available in all areas.

• Equipment was marked with a sticker when it had been
cleaned and was ready for use. Disinfection wipes were
available for cleaning hard surfaces in between patients.

• Decontamination and sterilisation of instruments was
managed in a dedicated facility on site that was
compliant with the EU Sterile Services Medical Devices
Directive. The facility was responsible for cleaning and
sterilising all re-usable instruments and equipment
used in the operating theatres, wards, clinics and
departments.

• At the last inspection we found that the theatre
instrument packaging was often damaged and could
not be used. This was a regular occurrence and often
caused delays and cancelation of operations.

• At this inspection we found that action had been taken
to reduce the amount of damaged kit, such as changing
the racking in the sterile supplies store. However staff
confirmed it remained a problem which impacted on
patients with delays in theatre. A project was underway
to review the sterile supply.
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• The trust had a waste management policy, which was
monitored through regular environmental audits. We
saw that clinical and domestic waste bins were
available and clearly marked for appropriate disposal.
Disposable sharps were managed and disposed of
safely.

• Linen cupboards were clean and tidy with bed linen
managed in accordance with best practices. However,
we noted on the Day Surgery unit, boxes were stacked
on the floor of the dirty linen cupboard, which was also
used for storage. Storing boxes and equipment on the
floor makes thorough cleaning difficult and can be an
infection control risk.

• The cleaning of the hospital was undertaken by an
outside contractor. Cleaning equipment was
colour-coded and used appropriately. We saw cleaning
rotas and cleaning checklists completed appropriately
by the contracted cleaners and checked by a manager.
The ward staff told us that the cleaning staff were part of
the ward team and they took pride and responsibility for
maintaining the environment.

• Monthly environmental audits took place and results of
audits were available for inspection. The issues
highlighted from this included some damage to walls,
doors and floors. An action plan was in place for a
maintenance programme to address these issues.

• We spoke with the pre-admission nursing team who
showed us the MRSA screening that took place for
elective patients before they were admitted for surgery.
The clinical notes we reviewed demonstrated patients
were MRSA screened prior to admission if possible and
on admission if they did not go through the
pre-assessment pathway.

• Infection prevention and control was included in the
trust’s mandatory training programme. The trust
provided training data which confirmed that 84% had
attended infection prevention and control training.
Those staff we spoke with all confirmed they had
completed this training.

Environment and equipment

• At the last inspection we found that risks of old
equipment and insufficient quantities of equipment had
been identified for some time. Equipment was not
regularly serviced and there was no planned

maintenance programme. Daily checks on the
resuscitation equipment were not always carried out.
There were sometimes shortages of basic equipment
such as linen and pillowcases, aprons, and gloves.

• Since the last inspection, the trust has conducted a
review of all the equipment on the wards. Action has
been taken to identify and prioritize areas of high risk
and to make sure any essential equipment was made
available.

• At this inspection we saw there was a wide range of
equipment available. The staff we spoke with confirmed
they had access to the necessary equipment they
required to meet peoples care needs. Although wards
held their own equipment there was also an equipment
library, which nursing staff could access for equipment
such as intravenous infusion pumps.

• We saw there were systems in place to monitor, check
and maintain equipment. We saw records of the
monthly equipment checks and servicing that took
place. This information was shared with the ward
managers who monitored the reports. All the equipment
we saw had been labelled to verify it had been
electrically tested within the past year.

• However in the emergency theatre the lights could not
be turned off as requested by the surgeon to aid in
viewing the electronic equipment during an operation.
This was due to a broken button which had been
reported several times and not repaired.

• Emergency resuscitation equipment, oxygen and
suction equipment was available in each area and had
been routinely checked.Theatres had a ‘Difficult Airway’
trolley shared between four theatres, which were
checked daily by the operating department
practitioners.

• Although we did not see the relevant training records,
staff told us they had received relevant training on how
to use equipment and felt confident and competent to
use it.

• In theatres, we saw that the Association of Anaesthetists
of Great Britain and Ireland safety guidelines 'Safe
Management of Anaesthetic Related Equipment' (2009)
were being adhered to. Anaesthetic equipment was
being checked on a regular basis with appropriate log
books being kept.
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• Single use equipment such as syringes; needles, oxygen
masks and suction tubes were readily available and
stored in an organised, efficient manner.

• We noted that the theatres were well organised with
good signage. Each theatre had its own office
co-located to the theatre, which was a good
environment for nursing and medical staff to write notes
and access computer information. This supported safe
patient care and afforded the trainee surgeons’ proximal
supervision from the consultant surgeon.

• Both Wards 10 and 11 had been recently refurbished
and were in good condition. The staff were asked about
the level of service provided by the Estates department,
they told us “Good but can be slow sometimes”.
However on urgent issues they were responsive.

Medicines

• At the last inspection we found that although medicines
were stored and administered appropriately there were
issues which did not comply with best practice in
medicine management. Although medicine audits took
place the results were not acted upon.

• At this inspection we found regular medicines audits
took place such as audits of the management of
controlled drugs and antibiotic prescribing. Actions
were taken where issues were identified such as a
change in the antibiotic prescribing policy. Controlled
drugs were regularly checked with entries double
signed.

• However, we still found clinical areas such as the Day
Surgery Unit where the drug refrigerator was not
regularly checked for security and correct temperature
and the ambient room temperature was not recorded
where drugs were stored. Many drugs need to be kept
within certain temperatures for them to remain
effective.

• We spoke with the chief pharmacist for the trust who
told us that issues with the recruitment and retention of
microbiologists meant that antibiotic therapy was not
always targeted and there were not the resources to
assess microbiological data. However, improvements
had been made to review the antibiotic prescribing
policy, refine the database and share and benchmark
information with other trusts.

• We were told since the last inspection all areas of the
hospital had been audited and action taken where
indicated. For example a lot of the drugs fridges had
been replaced. Recent drug audits indicated 80%
compliance with the trust’s medicine management
policies with 75% of wards now having a daily visit from
a pharmacist.

• The medicines and safety group reviewed any medicine
management incident that was reported on the trust’s
electronic reporting system. Two incidents were
recorded in the past six months of which one related to
surgery. Themes and trends were identified and any
learning shared through staff bulletins, staff meetings
and the medicines and safety group minutes.

• We carried out random medicine checks in some of the
ward areas and found all stock drugs to be stored
appropriately and in date.

• We reviewed a sample of Medication and Administration
(MAR) charts and found them to be legible and
completed appropriately. Patient allergies had been
clearly noted on charts and on their ID band. The MAR
charts we reviewed demonstrated that prescribing was
in line with national guidance and that all were
compliant with the National Institute for Health and
Care Excellence (NICE) VTE guidance with a sticker
confirming a completed VTE assessments and that
prophylaxis had been prescribed and administered.

Records

• At the last inspection, we found that the World Health
Organization (WHO) Surgical Safety checklist was not
always completed and although the trust had identified
this through several audits, little action had been taken.
The WHO checklist is a system to safely record and
manage each stage of a patient’s journey from the ward
through the anaesthetic and operating room to recovery
and discharge from the theatre.

• Since the last inspection the trust had re-enforced the
importance of compliance with the WHO checklist with
consultants, anaesthetists and surgeons. All consultants
were informed that those who could not provide the
necessary assurance of compliance would not be
permitted to operate at the hospital. Compliance with
the checklist was now incorporated into the medical
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staff induction and local induction for all theatre staff.
We were told that regular and routine compliance was
monitored through audits, peer review and mock
inspections.

• At this inspection we found that considerable progress
had been made in ensuring staff always complied with
the requirement to complete the WHO checklist.

• We observed clear and precise demonstrations of the
WHO checklist for each of the elective and emergency
surgical procedures undertaken. This was demonstrated
to a high standard in the urology theatre. Evidence of
staff completing WHO checklist documentation were
seen in all patient notes that we reviewed. We noted
that compliance with the checklist was closely
monitored at every surgical intervention and audits of
compliance took place on a routine and regular basis.
The audits confirmed there were now very few incidents
where the checklist had not been fully completed and
each incident was followed up and discussed with the
theatre staff. A recent external audit of the WHO
checklist demonstrated 99% compliance.

• The senior clinicians we spoke with told us that the
strict adherence to the WHO checklist had meant fewer
mistakes were being made.

• We saw theatre staff record that they followed the five
steps to safer surgery, which included team brief, sign in,
time out, sign out and de-brief.

• We looked at samples of medical and nursing records
on the surgical wards and in theatre. The hospital used a
mainly paper based system of recording care, treatment
and surgical interventions. In general, both nursing and
medical records were accurate, fit for purpose, stored
securely and completed to a good standard.

• Surgical patients followed standardised pathways,
which was personalised through individual risk
assessments and notes made in the care plans.

• The surgical care pathways included pre-operative
assessment such as previous medical and surgical
history, allergies together with baseline observations.
Anaesthetic risk scores were used to ensure that only
those patients suitable for day surgery were admitted as
such.

• Patient notes contained evaluation and progress
updates, as well as information in respect to discharge
planning. Discharge letters and requests for diagnostic
procedures were undertaken via an electronic database.

• The sample of nursing care plans we reviewed usually
contained relevant information, which was updated
with completed risk assessments in place. However we
noted that on Ward 11 a number of care records did not
record the reason why the patient had been admitted.
Although the information was on handover sheets and
in the medical records the relevant information was not
quickly available and obvious to staff not familiar with
the patient.

• On the surgical Pre-assessment Unit staff told us about
the electronic referral cards, which allowed more time to
plan and prepare for patients coming in. Staff told us
“It’s so much better – no surprises!” We were told that
these were now used for all surgical referrals apart from
orthopaedic, which was due to go live next month. They
told us that lack of information on the referral forms was
frustrating and sometimes led to delays. Although there
had been action taken to improve communication with
the clinicians any improvement was happening very
slowly.

• The care records included multidisciplinary input where
required, for example, entries made by dieticians,
physiotherapy and occupational therapists with referral
to specialist advice, such as the dietician and tissue
viability nurses.

• In theatre we found that there remained a potential for
the loss of theatre data due to the IT systems in place.
The trust was aware of this; it was included on the local
risk register and interim arrangements were in place to
ensure the accuracy of data.

• Senior clinicians told us that there was an issue with IT
across the hospital sites with different systems not
communicating. The trust was aware this was a risk and
required improvement.

Safeguarding

• The trust had a safeguarding vulnerable adults and
children policy, and guidelines were readily available to
staff on its intranet.
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• There were safeguarding leads in the hospital that acted
as a resource for staff and linked in with the trust’s
safeguarding team.

• Elective patients’ social vulnerability was assessed when
they attended the pre-admission clinic. Staff in the
pre-admission clinic told us they liaised with social
services when vulnerable patients were admitted into
hospital. Information to support the patient in hospital
and their discharge home was shared with the ward staff
responsible for discharge planning. They gave a recent
example where they had liaised with the district nurse,
GP and social services to make sure the patient would
be safe on discharge.

• On the orthopaedic ward staff told us how the
safeguarding leads monitor trends and take action
where appropriate. They gave an example where a
number of patients had been admitted from the same
care home. Action was taken to alert social services.
However staff told us that they rarely got feedback
about the outcome of any alert they had raised. They
felt this would be useful and make the process more
meaningful.

• During our inspection, we identified a patient identified
as a vulnerable person, who had not been referred to
the local authority safeguarding team. The patient had
been admitted as an emergency and neither the
ambulance personnel, emergency department staff nor
ward staff had raised an alert. Following our inspection
a liaison meeting had been arranged between the trust
and the ambulance provider to review the process and
identify any learning.

• We also noted that safeguarding referrals were not
always documented in the patients’ notes. For example,
a set of medical notes on Ward 1 identified clear
safeguarding concerns. The sister in charge confirmed
that a safeguarding referral had been made but this was
not reflected in the patients’ medical, nursing or
handover care records.

• Safeguarding training was included in the trust’s
mandatory training programme.

• We were told that all staff undertook basic safeguarding
training. Those staff with additional responsibilities

undertook level two and three training. The trust
informed us that attendance at safeguarding training
had significantly improved with 91% of staff at Wexham
Hospital having completed safeguarding training.

• Staff we spoke with confirmed they had received
safeguarding training as part of mandatory training.
They told us they would report their concerns to the
nurse in charge and contact the safeguarding lead if
needed. They were aware of the safeguarding policy and
how to access it.

Mandatory training

• At the last inspection, staff told us they undertook
mandatory training in their own time and expressed
concern about nurses’ competency assessments. Junior
doctors had told us they did not feel supported in their
professional development and had not received an
adequate induction into their role at the hospital.

• At this inspection, staff told us the trust provided good
training and development opportunities. Mandatory
training was monitored and all staff expected to attend
on an annual basis.

• Staff in the Pre-assessment Unit told us that there was
less ‘e-learning’ since joining with Frimley Heath NHS
Trust and the quality of training had improved. They told
us they now received relevant training specific to their
role.

• We looked at the staff mandatory training records and
identified there was a good uptake of training for the
surgical wards and theatres.

• We spoke with consultants and doctors of all grades.
They told us that mandatory training, such as
safeguarding and infection control, was available.
Junior doctors now told us that the induction had
improved and showed us the induction literature they
were given when starting at the hospital.

• The hospital tried to use the same agency staff that
were familiar with the trust. We saw the new orientation
and induction sheets available to support new
temporary staff to the trust.

Assessing and responding to patient risk

• The trust identified that improvements in the
management of deteriorating patients was a priority. A
lead nurse for the management of deteriorating patients
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had recently been appointed and a work stream was in
place to drive improvement across the trust. Actions
included ensuring the availability of the resuscitation
team, training for newly qualified staff and a review of
early warning systems used across the NHS.

• The trust currently used a modified early warning score
(EDOD). This scoring system enabled staff to identify
patients who were becoming increasingly unwell, and
provide them with increased support.

• We saw examples of staff on the surgical wards using the
EDOD system to identify deteriorating patients and
ensure that they were seen quickly by a doctor. The care
pathways we reviewed demonstrated that the early
warning monitoring system was being used
appropriately and detailed the actions taken by staff
when the patient’s condition required escalation.

• Nursing staff told us that medical support was readily
available when required as the surgical team and
consultants attended to patients quickly when required.

• Recognised tools were used for assessing and
responding to patients risk such as the Malnutrition
Universal Screening Tool (MUST) and the venous
thromboembolism (VTE) assessment tool to identify
those at risk from developing blood clots.

• Risk assessments were undertaken where indicated for
example moving and handling, skin integrity, nutritional
needs, use of bed rails and Venous Thromboembolism
(VTE). This information was then used to manage
patient care.

• We observed documentary evidence in ward areas that
demonstrated good clinical risk management in relation
to pressure area care delivery. Patients had risk
assessments in place and where a risk was identified
appropriate action was taken. For example the patient’s
position was regularly changed and they had an
appropriate pressure relieving equipment in place with
specialist nurse input where required.

• We saw day surgery patients had anti-embolism
stockings in place where there use was indicated. We
also found patients were usually having their risk of
developing a venous thromboembolism (VTE) assessed.

• However on Ward 1 (orthopaedic ward) we reviewed 10
sets of medical notes and found that five had poorly
completed venous thromboembolism risk assessments.

These are undertaken to assess an individual patient’s
risk of sustaining a blood clot whilst in hospital. This is a
particular risk for patients who may have difficulty in
moving such as on an orthopaedic ward.

• Nurses on the wards carried out a bedside handover of
care at each shift change with a communication book
being used in theatres. At shift change, a formal
handover of care took place to ensure patients were
appropriately cared for. Medical handover between
specialities took place through formal referral and
agreement.

Nursing staffing

• At the last inspection, we found there were regular staff
shortages on the surgical wards and in theatre recovery,
which affected the care and treatment patients
received.

• At this inspection we found staffing had improved
although there were still a number of staff vacancies.

• Providing safe staffing was an acknowledged risk for the
hospital and there were appropriate action plans in
place to monitor and address the risk on a daily basis.

• The hospital had set staffing levels for the wards and
compliance with this was monitored at the bed
meetings held three times a day. There was a policy to
be used when a ward was understaffed and managers
monitored staffing levels to ensure that clinical areas
were appropriately staffed. This enabled staff to be
proactive in dealing with sudden changes in patient
acuity or unexpected staffing pressures.

• We saw that monthly compliance with staffing levels
was monitored and reported to the Board. We noted
that from June 2015 most surgical wards and theatres
reported above 100% compliance with the set staffing
levels. The only exception was the Day Surgical Unit
which reported 82% compliance for June 2015. The
hospital’s target was for 95% compliance at night and
85% compliance during the day.

• Managers told us that agency and bank nurses were
used to cover vacant shifts, and there were now very few
shifts where there was insufficient staff on duty.
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• The nurse to patient ratios were monitored and the trust
supplied data which demonstrated that the surgical
wards were usually staffed at 1:6 during the day and 1:8
at night.

• We reviewed staffing rotas and spoke with staff about
safe staffing levels and patient acuity. We found there
was usually appropriate staff numbers and skill mix in
the clinical areas. Staff told us that understaffing would
be reported on the trust’s electronic incident reporting
system. We did not see any recent staffing related
incidents recorded.

• Staff on Christiansen Ward told us they were fully staffed
now, any agency staff were ‘regulars’ who knew the
ward and were involved in competency assessments,
training and appraisals.

• Agency staff usage was monitored on a monthly basis.
For example we saw that in June 2015, 24 hours of
agency usage was reported on Ward 10, 55 hours on
Ward 1, 65 hours on Christiansen Ward, 77 hours on
Ward 11 and 79 hours in theatres.

• Theatres used The Association for Perioperative Practice
(AfPP) staffing guidelines to ensure there was an
adequate number of appropriately trained staff
available for each theatre. This was monitored daily and
displayed on the staffing allocations board.

• Staff in the surgical pre-assessment clinic told us how
the staffing rota was a live document updated each
morning and used by senior managers to assess if there
were any staffing issues. They told us they felt there was
now usually enough staff to safely care for patients in
the unit.

• Managers told us there was a problem recruiting in the
area due to the hospital’s close proximity to London and
the poor previous inspection report. However managers
told us that a number of appointments had recently
been made and student nurses were now asking to
return to the hospital once they had completed their
training.

• The trust was taking positive action to recruit and retain
staff. The recruitment strategy included investment in
advertising, social media and recruitment agencies. We
were told actions the trust had taken to address the
nursing shortages such as employing administrative
staff to free nurses to concentrate on caring for patients,

holding regular recruitment open days and revising the
benefits package to attract new staff to the trust. A
recruitment and retention group met monthly with
managers involved in developing local plans such as
career clinics.

• Staff in theatres told us how the appointment of two
administrative staff in the store room had released
clinical staff to frontline patient care instead of dealing
with stock and procurement.

• Specialist nurses were available to support patients and
act as a resource for staff. These included specialists in
tissue viability and diabetes.

• We spoke with agency staff who told us they enjoyed
coming to work at Wexham Park Hospital as the staff
were friendly and they worked well as a team.

• Staff in the Paragon Suite (private patient unit) were
employed by the trust and worked within NHS terms
and conditions of employment. We were told that when
there were staffing issues in the main NHS hospital,
Paragon Suite staff were taken to work in those areas.
The last time this happened was one month before the
inspection. However they told us they worked with a
ratio of 1:6 staffing including the nurse in charge. They
told us that this was sufficient to safely nurse the acuity
of patients in the unit. The unit currently had several
nursing vacancies which were covered by agency staff.

Medical staffing

• Medical staff skill mix for the surgical directorate across
the locations was similar to the England average with
consultants at 40%, slightly higher levels of middle
grade doctors, at 19%, against England average of 11%.
Middle grade doctors have at least three years’
experience as senior house officer or higher grade within
their chosen speciality. Registrars made up 29% of the
medical workforce, against an England average of 37%.
Junior doctors in foundation years one or two
contributed 12% of the medical workforce, the same as
the England average.

• We were told there was consultant cover every day
including weekends. There were on-call arrangements
for out of hours, including ad-hoc cover on bank
holidays. The emergency theatre had adequate on call
cover with two anaesthetists available.
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• The junior doctors we spoke with during the inspection
told us they felt there was enough doctors to meet
peoples care needs.

• Medical staffing rotas were set and agreed with the lead
clinician and monitored with the manpower
co-ordinator and Associate Director. Medical
recruitment was managed by the manpower
co-ordinator working with postgraduate training staff.

• The Paragon Suite (Private patient unit) had a doctor
dedicated to the unit. The doctor was supplied by a
medical agency. The trust had a medical advisory
committee (MAC) for the private patient units across the
trust who met regularly to discuss practicing privileges
and clinical governance issues. Consultants could only
admit to the private patient unit if they had been
granted practicing privileges by the MAC.

Major incident awareness and training

• The trust had a major incident policy which was under
review at the time of our inspection.

• Although Wexham Hospital was not the nearest hospital
to high risk locations such as Heathrow Airport and the
M25 motorway, any major incident there would have an
impact on the day to day activities of the service.

• Staff told us that they did not take part in major incident
training with other emergency services or health and
social care providers. Although within the trust
emergency training took place at induction and at
regular intervals.

• Staff were made aware of the trust’s Major Incident Plan
through electronic and paper means. The current policy
was available on the trust’s intranet.

• The trust had business continuity plans in place for
Wexham Hospital. We were told of an incident that
occurred earlier in the year where there was a loss of
water supply and remedial actions were taken to ensure
patients remained hydrated and kept safe until services
were resumed.

• There was now an escalation policy in place to ensure a
standardised approach when diverting patients to other
areas of the hospital when pressures on beds
demanded.

Are surgery services effective?

Good –––

We rated Surgery at Wexham Park Hospital ‘Good’ for
‘Effective’ because:

We found surgical care was evidenced based and adhered
to national and best practice guidance. The trust’s policies
and guidance were readily available to staff through the
trust’s intranet. The care delivered was routinely measured
to ensure quality and adherence to national guidance and
to improve quality and patient outcomes. The trust was
able to demonstrate that it continuously met national
quality indicators. Patient surgical outcomes were
monitored and reviewed through formal national and local
audits.

Consultants led on patient care and there were
arrangements for supporting the delivery of treatment and
care through multidisciplinary teams and specialists. We
found that training for staff was good with newly qualified
staff being well supported. Staff caring for patients had
undertaken training relevant to their roles and completed
competence assessments to ensure patient safety. Staff
received an annual performance review and had
opportunities to discuss and identify learning and
development needs through this review.

Nursing staff assessed the nutritional needs of patients and
supported patients to eat and drink with the assistance of a
red tray system and protected mealtimes. Special medical
or cultural diets could be catered for.

However:

We found that the hospital was not yet offering a full
seven-day service. Constraints with capacity and staffing
had yet to be addressed. There was limited availability of
other support services such as therapies over the weekend
and out of hours. This limited the responsiveness and
effectiveness of the service the hospital was able to offer.

Evidence-based care and treatment

• The trust identified that not all policies and procedures
at Wexham Park Hospital were in date or reflected
current best practice. An action plan was in place to
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prioritise the policies to be updated and the resources
required to undertake this. In the meantime to
safeguard patients’ policies and local guidelines were
being reviewed by the chiefs of service.

• Staff were able to access national and local guidelines
through the trust’s intranet, which was readily available
to all staff. Staff demonstrated the ease of accessing the
system to look for the current trust guidelines.

• The anaesthetics department at Wexham Hospital was
preparing for accreditation with the Royal College of
Anaesthetists. As part of this process, all of the policies,
procedures and guidelines had been reviewed and the
trusts compliance with all relevant NICE guidelines
assessed. Two guidelines were found to require action
in order to be fully compliant. Actions had taken place
to reduce risks such as additional training for staff and
providing updated guidance.

• The trust had a range of clinical governance groups who
were responsible for reviewing best practice guidelines
and changes to legislation. Audits took place against
national guidelines with changes to practice shared
where appropriate. Each surgical speciality planned
their audit activities which were led by a named
clinician for that speciality.

• We saw from care records reviewed, and in our
discussions with staff that they were following NICE
guidance on falls prevention, the management of
patients with a fractured neck of femur, pressure area
care, and venous thromboembolism. For example,
anti-coagulant therapy was prescribed for patients at
risk and anti-embolic stockings were measured and
fitted to relevant patients.

• Throughout our inspection we observed patient care
carried out in accordance with national guidelines and
best practice recommendations. For example patients
attending for pre-admission assessments, had
pre-operative investigations and assessment carried out
in accordance with NICE clinical guidelines.

• Following surgery patients were nursed in accordance
with the NICE guidance CG50: Acutely ill patients in
hospital: Recognition of and response to acute illness in
adults in hospital. This included recognising and
responding to the deteriorating condition of a patient,
and escalating this to medical staff following the early
warning alert system.

• Within the theatre areas, we observed that staff adhered
to the (NICE) guidelines CG74 relating to surgical site
infection prevention and staff followed recommended
practice.

• National clinical audits were completed, such as the
National Hip Fracture Database, and the trust’s
performance was similar to that of other trusts. Data
from the National Joint Registry showed the number of
knee and hip surgery revisions performed at this trust
was similar to other trusts. Information on patient
reported outcome measures (PROMs) were gathered
from patients who had groin hernia surgery, hip or knee
replacements, or varicose vein surgery. Patients were
asked about the effectiveness of their operation and the
data showed no evidence of risk.

• Participating hospitals collect data relating to surgical
site infections (SSI) for different kinds of surgical
procedures over a minimum period of three months. We
looked at samples of the SSI data and noted that for
knee and hip surgery the trust performed better than
other similar trusts for the same period.

Pain relief

• Wexham Park Hospital pain management service was
nurse led with support from consultant anaesthetists
with an interest in pain.

• The Pain Team worked in collaboration with the surgical
teams to help manage the patients’ experience. They
received referrals directly from the surgical teams,
physiotherapists or from the patient or relative. They
also supported staff and patients with any pain issues
through information and education.

• There was a single point of contact. We were told that
the pain nurses proactively visited wards looking for
patients in pain and supported staff to manage their
pain better.

• The Pain Team at Wexham Park Hospital was supported
by secondment staff from Frimley Park Hospital as well
as a nurse consultant who worked alongside staff. The
staff on the surgical wards told us the Pain Team quickly
responded when asked.

• The pain nurses worked with the practice development
nurses to produce and launch trust wide competencies
for Patient Controlled Analgesia and Epidural. The trust
provided training in pain management.
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• Policies and guidance on pain management had been
reviewed and inpatients were audited for their
experience of pain.

• We saw that information on pain management was
available to staff through the ‘Pain Matters’ newsletter.

• The 2015 Anaesthetics Clinical Governance report
contained detail of pain audits which detailed that
during the past year 92% of patients were satisfied with
their pain management. None of the respondents
experienced severe pain following their surgery. 88%
recalled being offered pain relief and 92% told the trust
that pain relief was offered in a timely manner.

• Staff at the pre-assessment unit told us how pain relief
was discussed with patients before they were admitted.
Any issues or problems would be noted and flagged for
the wards.

• The hospital used a pain scoring tool to assess adult
pain levels. In the records we reviewed we noted these
were completed appropriately and pain relief was given
when needed.

• All the patients we spoke with who had recently
undergone surgery told us there were no problems in
obtaining adequate pain relief. One patient told us how
their pain medication made them feel sick and staff had
it changed within an hour, they told us the staff were
“amazing”. Other patients agreed that staff response was
prompt and they were never left in pain or distress.

Nutrition and hydration

• All wards used a ‘risk assessment trigger tool’ as part of
the admission process, this detailed tissue viability, falls
and nutrition, using questions that asked for a ‘yes’ or
‘no’ answer. If any questions answer ‘yes’ then all other
risk assessments must be completed, including a
nutrition risk assessment and actions. We saw examples
of appropriately completed forms.

• Healthwatch undertook a mealtime experience study in
May 2015. There were 10 recommendations made such
as consistency in the use of red trays and red lids on
water jugs and working practices at mealtimes. Policies
and procedures were implemented differently ward by
ward, indicating a need for staff training in correct
procedures. The trust had shared the report with the

catering provider and a joint action plan was in place.
Actions included reviewing the catering policies across
the trust and the catering supplier appointing a
Facilities Matron to address the issues.

• Staff advised us there was a quick response rate from
dieticians and speech and language therapists (SALT). A
SALT completes the initial swallow assessments on new
patients who have swallowing difficulties and then
provides feeding instructions to nursing staff.

• We saw an example of the ward menu, which detailed
vegetarian options, allergies and so on using a code
system. However, it was unclear how useful this was as
‘Healthwatch: Wexham Park, Patient Mealtime
Experience’ (May 2015) stated “It was not clear how
much patients understood these or could easily see
them as patients told us they were unsure what the
codes actually meant”. The menu also detailed whether
a meal was of soft consistency for patients with swallow
difficulties. Pureed options were not available on the
menu. Where patients needed a pureed meal, staff
notified the Sodexo team who then prepared a pureed
version of a dish.

• On Christiansen Unit, they had many urology and
elderly patients who were particularly at risk of
dehydration. For acutely unwell patients the positive
and negative balance of fluid input and output was
monitored hourly so any issues could be dealt with
throughout the day rather than staff noting a shortfall at
the end of the shift with little time to make things right.
This was proactive rather than reactive practice and
complied with ‘Guidance for Regulation 14(4)(a)’.

• Staff confirmed that meal times were protected and that
all staff assisted patients with feeding when necessary.

• On leaving surgical wards, patients were given
information sheets detailing any dietary requirements
they should follow, for example fats/protein.

• We went to a staff focus group where staff told us they
had a low opinion of the quality of meals available to
patients. One staff member told us they felt unable to
provide the care they should due to staffing levels,
which particularly affected mealtimes. There were also
negative feelings around mealtime support from other
disciplines, despite mealtimes being ‘protected’.

Patient outcomes
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• At the last inspection we found that the hospital
performed significantly worse than the national average
for data quality. We spoke with senior clinicians who
told us of the problems that poor data collection had
had on the hospital as a whole and for the individual
clinicians. One clinician told us about the data provided
to a national audit showed the hospital had the second
highest mortality rate, which was not true and impacted
on their professional credibility. Because of the
inconsistent data and uncertain quality, it is not
appropriate to compare previous year’s performance.
However, the data quality has since been improved and
now presents an accurate picture of the hospital’s
activity for future benchmarking.

• Mortality and morbidity trends were monitored monthly
through SHIMI (Summary Hospital-level Mortality
Indicator) and CRAB (Copeland's Risk Adjusted
Barometer) scores. Reviews of mortality and morbidity
took place at local, speciality and directorate level
within a quality dashboard framework to highlight
concerns and actions to resolve issues.

• The current mortality and morbidity figures indicated
that outcomes were good against the national average.

• We were told that there was now a consistent and
standardised approach to multidisciplinary meetings
and morbidity and mortality meetings trust-wide. The
trust told us that attendance was good and learning
identified with monthly updates and reports to the
Trust’s Quality Committee. The trust had considered the
results from national reviews such as the review into
mortality and morbidity, and action had been taken to
implement the findings and recommendations.

• The anaesthetics and general surgical departments
were participating in a quality improvement initiative for
high risk patients undergoing emergency laparotomy.
The most recent data demonstrated areas of good or
improving practice.

• The colorectal audit results demonstrated a survival rate
higher than the national average. This meant that there
were measurable improvements for patients with a
diagnosis of cancer.

• We were told that the surgical specialities were
participating in 38 clinical trials, which were conducted
under strict guidelines and the findings used to improve
patient safety and clinical efficiency.

• The trust benchmarked their performance against
national comparisons with other NHS Trusts such as the
national hip fracture database and the national joint
registry. Although audit information was available the
problems with data collection over the past year meant
that it was uncertain if this presented an accurate
picture of the hospital’s activity over the past year.
However the trust has since addressed these issues for
future benchmarking.

• For example in the 2015 hip fracture audit based on 265
cases, the data indicated that Wexham Park Hospital
had 4 out of 7 measures which were better than the
England average.

• The percentage of orthopaedic patients who had
surgery on the day of or after day of admission was
77.8%, better than the England average of 72.1%

• The percentage of hip patients who had a pre-operative
assessment by a geriatrician was 93.7%, higher than the
England average of 83.5%.

• The percentage of hip patients who developed pressure
ulcers was 1.1%; better than the England average of
2.8%.

• The percentage of patients who had a specialist fall
assessment was 99.7% and better than the England
average of 96.1%.

• The mean total length of stay 23.4 days was longer than
the England average of 19 days. However the trust’s
most recent data indicated that the length of stay was
within expected ranges with fractures neck of femur and
elective orthopaedic surgery performing well.

• The percentage of patients admitted onto the
orthopaedic ward within 4 hours was 10.3%; this was
worse than England average of 46.1%.

• In the bowel cancer audit, case ascertainment was
better than the England average but three measures
were found to be worse.

• Theatre utilisation for Wexham Park Hospital was 72%
for July 2015.

• National Emergency Laparotomy Audit 2014: 16 out of
28 measures were not available for Wexham Park
Hospital.
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• The standardised relative risk of readmission for
Wexham Park Hospital was above the national average
for both elective and non-elective surgery.

• The trust generally scored in line with the England
average in the PROMs (Patient Related Outcome
Measures).

Competent staff

• The trust had in place appropriate job descriptions used
for staff recruitment. Recruitment checks were made to
ensure new staff were appropriately experienced,
qualified and suitable for the post. On-going checks
took place to ensure continuing registration with
professional bodies. New employees undertook both
corporate and local induction with additional support
and training when a need was identified. Senior staff
praised the human resources department who helped
the clinical staff with appraisals and validation. A pilot
fast track for employment was taking place which was
helping to ensure staff went promptly through the
recruitment process.

• There were new checklists in place for agency and bank
staff. This was monitored through a local auditing tool
which gave assurance that agency staff had appropriate
induction, training and competencies to undertake their
role. The agencies had been audited to check their
compliance against NHS employment standards. This
provided assurance that agencies ensured their staff
met these standards.

• The trust told us that following the acquisition of
Wexham Park Hospital by Frimley Health NHS Trust in
October 2014, the appraisal process across sites had
been reviewed. Between March to August 2015 further
training in the appraisal process was provided and a
series of workshops held. There was a paper based
system of recording appraisals for non-medical staff.
The data held on appraisals was monitored and
reviewed with monthly reports being sent to managers,
six weekly reports sent to the Workforce Committee and
quarterly reports sent to the board.

• Based on staff survey results for Wexham Park (2014 –
76%), the trust identified that a higher percentage of
appraisals were completed than recorded. The trust

planned to implement an electronic system to improve
the accuracy of capturing appraisal details which would
include information for qualified nurses’ revalidation
requirements.

• Learning and development needs were identified during
the appraisal process. Nurses were supported in their
learning and development by their managers and
practice development nurses who provided ward based
training and individual support.

• We saw that in theatres there were training plans in
place for each staff member.

• We spoke with the training leads who told us that big
changes had taken place since the hospitals acquisition
by Frimley Health. They told us the hospital was now a
good learning environment with access to mandatory
training and further development.

• The trust had revised the methods of collating training
data for Wexham Park Hospital to reduce the likelihood
of inaccurate recording. Although electronic recording
had been suspended, the trust reported that all
statutory training records were up to date and reports
had been issued to relevant managers.

• A cross site preceptorship programme for all newly
qualified band five nurses had been introduced. A cross
site care certificate was being introduced for all new
band one to four care staff which started in September
2015.

• Managers were supported through cross site leadership
programmes for band seven and eight nurses.

• We were told that education budgets were allocated
annually to ensure that staff in all clinical areas had
access to further education and study opportunities.

• In house clinical training for foundation knowledge
started in June 2015, with a Cancer Care module due to
start in September 2015.

• Medical staff were trained and supported through
deanery and non deanery schemes.

Multidisciplinary working

• Care planning took place at multidisciplinary team
meetings where there was involvement from all
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members of the team including doctors, nurses and
allied healthcare professionals. We observed positive
and proactive engagement between all members of the
multidisciplinary team.

• Senior clinicians told us of the changes and
improvements to multidisciplinary team working which
had increased effectiveness and improved the patients’
journey. They told us there was now a proactive
approach between all grades of staff and disciplines.
There was better tracking of the patient journey and the
whole team recognised the importance of adequate
administrative support to do this. They gave examples
of better planning and less ‘fire fighting’. One consultant
told us “I’m able to do a better job for my patients”.

• In theatres and the day surgery unit planning meetings
took place to discuss future theatre lists. The day
surgical unit worked closely with the pre-assessment
and waiting list teams to co-ordinate the admission of
patients. Theatre staff told us that monthly
multidisciplinary meetings took place to discuss any
issues in theatre and included suggested
improvements, any complaints or incidents.

• The Paragon Suite (Private patient unit) had access to
the trust’s multidisciplinary teams such as therapies,
pharmacists and specialist nurses.

Seven-day services

• The trust told us that medical staffing cover had been
reviewed and plans were in place to address seven day
working. However it was acknowledged that issues
related to capacity challenges in the trauma,
orthopaedic and plastic surgery theatres and the
financial implications of providing additional cover for
more seven day services would need to be addressed.
The trust was holding discussions with staff regarding
extending the working day, Saturday working and
all-day Sunday trauma lists. This included methods of
addressing the staffing shortage.

• The Orthopaedic Department operated a consultant of
the week model. This model was being copied by the
Plastics Department from September 2015 which
planned to have a consultant present on site during the
weekends.

• To meet the demands of the emergency workload
across all specialties 10 additional consultants had been
recruited to the rotas.

• The Anaesthetic Department had increased coverage
with a consultant on site on Saturdays and Sundays till
3pm and an on call service thereafter. Further support
for weekend working was provided by the radiologists
who were on site from 9am to 5pm on Saturdays and
Sundays.

• The dietetics and pharmacy services had extended their
hours to give further coverage at weekends. Senior
clinicians and managers told us that they were working
toward seven day working for the physiotherapy
services, as it was recognised that this led to a better
patient journey and earlier discharges. Although the
staffing of the physiotherapy department had been a
problem, this was now improving.

• Staff on the wards told us there had been an
improvement in the level of pharmacy support they
received over the weekends. They told us this helped
with discharge planning and patient flow.

• The Urology & Gastroenterology departments also
planned to also provide increased consultant coverage
at weekends pending recruitment.

• Staff in the surgical Pre-assessment Unit confirmed that
the consultant anaesthetist was available on site
Monday to Saturday when the clinics were held.

• Consultant cover was available for the wards and
theatres seven days a week. This meant that consultants
were on site from 8:00am to 20.00pm and an on call
system operated out of hours and at weekends.

Access to information

• Wexham Hospital had an electronic system for recording
the results of patient investigations. Clinicians could
view the results from various locations and by remote
access. The clinicians we spoke with told us the system
worked and gave them real time updates and
information wherever they were.

• Information to GPs was sent electronically although all
other nursing and medical records were paper based.
Patients were given paper copies of their discharge
information.
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• Ward staff said they attended ward meetings when able
and that urgent information would be communicated at
handover, where handover sheets were provided. There
were notice boards around the hospitals which gave
information for staff about training opportunities, staff
meetings minutes, and the results from audits and
incidents.

• Theatre staff received information at theatre ‘briefs’ and
‘debriefs’ as well as at departmental meetings.

• Staff told us that most clinical information and guidance
was available on the intranet. They also reported having
access to information and guidance from specialist
nurses, such as the diabetic, stoma and tissue viability
nurses and the link nurses for dementia care, infection
control and safeguarding.

Consent, Mental Capacity Act and Deprivation of
Liberty Safeguards

• The trust had a consent policy in place, which was
based on guidance issued by the Department of Health.
This included guidance for staff on obtaining valid
consent, details on the Mental Capacity Act 2005 (MCA)
guidance, and checklists.

• Training on consent and the Mental Capacity Act 2005
was available and staff reported there was no problem
with accessing the training.

• We were told that best interest decisions and
deprivation of liberty (DoL) decisions were taken where
indicated and these were formally documented. There
were no patients currently being treated under a DoL
order.

• On the orthopaedic ward, staff told us the Discharge
Team undertook best interest meetings, which included
capacity assessments and dementia screening. These
were recorded in the patient’s records.

• They told us that over the past year four applications for
deprivation of liberty safeguards had been made. They
gave an example where a patient had suffered injuries
which impaired their capacity to consent. They needed
to be deprived of their liberty in their own best interests,
to protect them from harm and carry out the medical
interventions. The staff we spoke with demonstrated a
good understanding of the mental capacity act and
deprivation of liberty safeguards.

• Consent was audited and there was a trust wide action
plan in place. The results of the local surgical consent
audits were shared during educational study days.

• Patients we spoke to told us that they had been given
clear information about the benefits and risks of their
surgery prior to signing the consent form. They were
given the opportunity to ask questions if they were not
clear about any aspect of their treatment.

• Consent forms identified all possible risks and
complications following the procedure. The consent
forms we reviewed were fully completed and contained
no abbreviations so that patients could easily
understand what had been written.

Are surgery services caring?

Good –––

We rated Surgery at Wexham Park Hospital ‘Good’ for
‘Caring’ because:

The patients we spoke with during the inspection told us
that they were treated with dignity and respect and had
their care needs met by caring and compassionate staff. We
also received positive feedback from patients who had
received care at Wexham Park Hospital over the past few
months. This positive feedback was reflected in the Family
and Friends feedback and patient survey results.

During our inspection we observed patients being treated
in a professional and considerate manner by staff. All the
staff we spoke with were enthusiastic about the service
they provided and gave examples of ‘going the extra mile’
to ensure patients received good-quality care that they
would want their own families to receive.

Patients reported feeling involved in planning their care
and told us they received enough information about their
conditions. The hospital had a number of specialist nurses
who were able to provide emotional support to patients
and make referrals to external services for support if
necessary.

Compassionate care
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• The Friends and Family Test (FFT) is a feedback tool that
gives people who use NHS services the opportunity to
provide feedback on their experience. We saw that
Friends and Family information was displayed on notice
boards around the wards and departments.

• The Friends and Family test scores for surgery at
Wexham Hospital were overall in line or above the
England average. The majority of patients who used the
surgical services at Wexham Hospital recommended the
service. For example; the Day Surgical Assessment Unit
scored 83%, Ward 10 scored 93%, Ward 11 scored 98%,
Christiansen Ward scored 98% and the Day Surgery Unit
scored 100% out of over 452 responses.

• We spoke with 44 patients currently receiving care, and
some of their relatives, who all told us “the care here is
really good” and “the staff are amazing.”

• On the Day Surgery Unit staff told us that family could
stay for the duration of the patients stay on the ward
with no restrictions. Patients we spoke with told us of
their experiences. One patient told us “I’ve had excellent
care from start to finish”, another told us “the staff are so
friendly.”

• On the surgical wards, patients told us “It’s better than a
private hospital here”. Other patients mentioned “they
[the staff] all seem to work as a team – nothing is too
much trouble.”

• In the discharge lounge we spoke with a patient who
had multiple surgical admissions to Wexham
Park Hospital over several years. They told us that the
staff attitude had “greatly improved since last August”.
Another patient told us “of all the hospitals I have ever
been a patient in this is the best.”

• The only negative comments we received related to the
inpatient catering service.

• In the Paragon Suite (the private patient wing) patients
agreed that the care and treatment they received was
excellent. The only difference being there were no
complaints about the quality of the food from patients
who were seen and treated in this unit.

• We looked at the comment cards displayed on the ward
notice boards. On Christianson Ward, there were 87
thank you letters and cards from past patients
displayed. On the Day Surgery Unit we saw 15 thank you
letters and cards displayed.

• In theatres we observed staff delivering care with
empathy and compassion. We followed a patient’s
journey from the anaesthetic room to theatre and
recovery. At every stage theatre staff offered caring and
compassionate care, safeguarding the patients’ dignity
including when they were not conscious and reassuring
them before they were anaesthetised and once they
were recovering after surgery.

• During our inspection, we saw staff talking with patients
in a respectful and caring manner, taking time to explain
options and interventions to patients.

• On some of the surgical wards there was a restriction on
children under 12 visiting with permission required from
the nurse in charge. Staff explained that young children
may be noisy and disruptive when patients required rest
immediately following surgery. Also patients
immediately following surgery may look and sound
frightening to a young child. On Christiansen Ward there
was a day room which could be used for patients to see
their young children if requested or staff took patients
by wheelchair to the hospital restaurant where their
families could visit.

Understanding and involvement of patients and
those close to them

• We spoke with patients at all stages of their surgical
journey through the hospital. They told us they felt
involved in their care and in decision making about their
treatment.

• The patients we spoke with told us they were given
adequate information about the specific surgical
procedure that applied to them. They said risks, benefits
and alternatives were explained to them. Patients who
consented during an outpatients appointment told us
consultants were caring and professional. They felt they
had time to ask questions and that their questions were
answered in a way they could understand.

• On the Day Surgery Unit patients told us the doctors;
consultant, anaesthetist and nurses had all explained
everything including their pre and post-operative care.
One patient who had been admitted several times in the
past told us “I can’t fault anything; I would recommend
this hospital to anyone.”
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• The trust told us that many staff in the cancer services
had undertaken specialised training in advanced
communication and were sharing good practice across
the trust.

Emotional support

• Wexham Park Hospital had arrangements in place to
provide emotional support to patients and their families
when needed.

• We saw that clinical staff carried out behavioural
assessments and assessments of individual
psychological and emotional needs either at the
pre-assessment appointment or on admission where
possible. These were always completed where patients
had needs associated with living with dementia.

• Pre-admission staff told us that when it was identified
that patients required extra support this was arranged
where possible before admission and discussed with
the multidisciplinary team. They told us the benchmark
was the kind of care they would want their own family to
receive.

• The worries and fears of patients were monitored
through patient experience feedback. We saw from the
most recent figures that surgical services achieved a
green rating of above 90%.

• The patients we spoke with told us they were given
adequate emotional support when they needed it. One
patient told us they attended an ‘Open Day’ before they
were admitted, which included a tour of the ward. They
told us they were impressed and found this was very
reassuring. The pre-admission visit helped them to feel
less nervous about their procedure.

• Staff confirmed there was access to clinical nurse
specialists, such as the enhanced recovery nurse, and
stoma care nurses, as well as the colorectal nurse,
breast care nurse and the palliative care team who all
provided emotional support and practical help where
needed.

• In the Surgical Pre-assessment Unit staff told us that the
on-site consultants were good at providing emotional
support to patients and often spent time listening to
patients concerns about their surgery.

• Staff on Christiansen Ward told us they got the
opportunity and were encouraged to sit with patients as
much as possible. There was a quiet area on this ward
where staff could take patients and families to break
bad news or discuss concerns.

• There was a chaplaincy and bereavement service
available seven days a week. Staff told us they were very
responsive especially in relation to patients with
palliative care needs.

Are surgery services responsive?

Good –––

We rated Surgery at Wexham Park Hospital ‘Good’ for
‘Responsiveness’ because:

The needs of local people, commissioners and
stakeholders were taken into consideration when planning
services. The surgical division had delivered improvements
in a variety of performance issues for example; the 18 week
referral to treatment times, re-admission rates, mortality
data, colorectal audit results, cancer targets and
complaints. The cancer targets were being met for the first
time in six years. This meant that there were measurable
improvements for patients with a diagnosis of cancer.

There were established surgical pathways of care through
the hospital from admission to discharge. There was now
an escalation policy with clear admission criteria in order
to manage peaks in demand and ensure that the care given
to high-priority patients was not compromised. The day
surgery wards and theatre recovery were rarely used as
escalation beds, reducing cancellations for elective surgery.

The pressures on beds in the hospital meant that there
were times when non-surgical patients were admitted to
surgical beds and specialist surgical patients were
admitted to general surgical beds. However, the situation
had much improved since our last inspection and was
closely monitored and audited. Patients were still at risk
from being moved during their hospital stay but this now
rarely took place during the night and was always
monitored and record.

Complaints were acknowledged, investigated and
responded to.

However:
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In the theatre department there was little sharing of
information regarding complaints.

Service planning and delivery to meet the needs of
local people

• The trust had arrangements in place to discuss the
planning and delivery of local services with
commissioners. A monthly meeting took place where
feedback and discussion of current issues took place.
There was a wide range of surgical activity, both general
and specialised to meet the needs of the local
population. This included colorectal, breast surgery and
joint replacement.

• Surgical services were configured to provide good
access for patients where possible. For example,
patients had a choice of surgical outpatients and day
case surgery at either Wexham Park or Heatherwood
Hospital; Ear, nose and throat, vascular and
ophthalmology services were being developed in the
community.

• Patients were offered a choice of appointment and
treatment times either through ‘Choose and book’ or
through personal contact.

• Performance was monitored daily for emergencies,
weekly at executive level and monthly at corporate
level. We were told that additional resources were in
place for periods of high demand.

Meeting people’s individual needs

• We heard that the hospital was generally able to meet
patients’ individual needs. For example there was
bariatric equipment available to meet the needs of
patients with a high BMI (Body Mass Index)All food at
Wexham Park was provided by an outside contractor to
a prescribed standard. The same contactor also
provided the catering contract in the Paragon Suite
(Private Patient suite); however they had a dedicated
chef who provided a higher quality service. The four
patients we spoke with on the private patient unit were
all complimentary about the food and drink.

• CQC received 56 comments from NHS England about
Wexham Park Hospital, 30 of these concerned food and
hydration. Of those 30, only two were positive and one
neutral. Some of the comments included: “Diabetic food
options were not explained”, and “Food was left on table
out of reach and patient was given no assistance from

staff”. The two positive comments were that food was
hot, although patients have contradicted this in other
comments, and that food had improved over the years.
NHS England comments regarding hydration included,
“Water cups had not been changed in side rooms for up
to a week”, and that “Tea rounds were irregular and
didn’t happen every day.”

• During the inspection, we visited six surgical inpatient
areas and spoke with 44 patients and one relative. They
were generally positive about the quality of food, and
whether they had enough to drink and sufficient help
from staff. However, some comments from patients
included, “The food is disgusting, I won’t touch it” and
“My wife brings in all my food from home."

• On Ward 10 we were advised by a patient that the
“agency nurse couldn’t make a cup of coffee,” and we
observed a patient being given congealed steak and
kidney pie.

• In response to feedback regarding nutrition and
hydration, Frimley Health NHS Trust had issued a ‘You
Said, We Did’ poster detailing changes in practice in
response to complaints.

• Staff told us that translation services were available,
although none of the staff we spoke with had accessed
them. Staff on Christianson Ward told us the translation
service was not very responsive, so they tended to use
their own staff. They told us that there was usually a
member of staff fluent in the language required, or they
worked with the family, unless there were known
tensions. Using a relative is not good practice, unless
the patient specifically requests it, as there are issues of
confidentiality. It is not always possible to be certain
that the interpretation is correct and unbiased.

• There was little access to patient information literature
readily available on the wards or in clinics. Staff told us
that if information leaflets were required they would
print them straight off the hospital’s website. This
ensured that they were given the most up to date
version. A patient in the Day Care Unit confirmed they
had been given sufficient information about their
treatment and care by the surgeon.

• The hospital’s website also provided information, and
signposted to further sources of information and helpful
advice.
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• We heard of the positive initiatives in place to support
patients living with dementia. Dementia Leads were
reviewing the care of patients living with dementia
across all the trust’s sites against the Trust’s Dementia
Strategy.

• Staff on Christiansen Ward told us about the Sunflower
Lounge, which was a dementia friendly recreational
area for patients living with dementia which offered a
calming ‘old fashioned’ area for patients to relax.

• There were simple measures in place such as coloured
drinking glasses which were easier to see and falls
sensors to alert staff when a vulnerable person was
moving.

• All patients who were over 75 on admission were
screened for dementia. The clinical governance team
monitored the results of the screening.

• All patients living with dementia had ‘This Is Me’ forms
completed which included preferences and basic
information such as how they took their tea and details
of the people closest to them.

• Staff told us they were given extra time to spend with
these vulnerable patients and that family and carers
were used to support hospital staff to maintain contact
and continuity.

• Staff had access to resource folders for patients
admitted with special needs such as a learning
disability. There was an email ‘in-box’ for staff to raise
any queries, referrals or concerns. In the surgical
Pre-assessment Unit staff told us about the resources
available to support patients living with a learning
disability including a ‘passport’ which would follow the
patient through their surgical journey and alert staff to
their individual needs and preferences.

Access and flow

• On the Day Surgery Unit, we found that both male and
female patients were treated together. Although the
staff took action to safeguard patients’ privacy and
dignity, the layout of the accommodation did not meet
the Department of Health mixed sex accommodation
guidance (2009).

• The clinicians we spoke with told us that the basic
design of the building did not always help with the
patients’ experience. For example they said the building

was large and sprawling and got cold very quickly. They
told us that patients sometimes experienced delays
because of the distances between the wards and
theatres.

• We were told that patient delays from the Day Surgical
Unit sometimes occurred due to lack of capacity for
patients to receive pre-operative care and treatment.
They gave examples of pre-operative enemas being
delayed because of lack of toilet facilities. They said that
although patient safety or dignity was not compromised
this caused delays to the theatre lists.

• Clinicians told us they were especially proud that cancer
targets were being met for the first time in six years with
cancer waiting times reduced.

• Elective access to specialty surgical services was via a
two week rule and urgent clinic slots. Patients were
triaged where appropriate. The cancer referral data
indicated that 95% of patients were seen within two
weeks.

• Emergency surgical services were in place for all
specialities, with priority access to theatres via
consultant led reviews. There was a dedicated
emergency theatre that was always available all day. We
found that only seriously ill patients were operated on
at night in line with the Royal College of Surgeons
Unscheduled Surgery Guidance.

• A formal policy was now in place to provide guidance for
staff when cancellations had to be made in order to
avoid cancellation on the day of surgery. A monthly
report was sent to each speciality to map any trends or
themes and take action to reduce cancellations on the
day.

• The trust had a target of less that 0.8% of procedures
should be cancelled on the day of the procedure
measured against total trust elective activity. The data
provided indicated that between April and November
2015 three months were over this target for procedures
cancelled on the day. Analysis of the cases cancelled in
November gave lack of theatre space, lack of
equipment, lack of hospital beds and the procedure no
longer required as the main reasons operations were
cancelled.

• The senior clinicians confirmed that in the past year staff
had delivered improvements in a variety of performance
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issues for example; the 18 week referral to treatment
times, re-admission rates, mortality data, colorectal
audit results, cancer targets and complaints. This was
confirmed in the national data available for inspection.

• The hospital was meeting the national waiting time
target of 18 weeks from referral to treatment for patients
undergoing planned general surgery, trauma, and
orthopaedic surgery. For example to October 2015
92.7% of orthopaedic and trauma patients met the
referral times against a target of 92%. General surgery
and urology showed an improving picture with the
target being met in October 2015. ENT surgery met the
target for the majority of the year with an overall rate of
93.1%. Although the Plastic surgery department did not
meet the target for October the year to date showed
92.1% compliance.

• At the previous inspection we found that surgical
patients experienced delays and short notice
cancellations of their pre-operative assessments and
operations. Patients experienced multiple bed moves
throughout their stay in hospital, sometimes late at
night. When beds were not available on the surgical
wards patients were cared for in the recovery area of
theatres and elective operations were cancelled.
Previously discharges were rushed with staff feeling
pressured to discharge patients quickly in order to free
up beds. As a result, patients were not being given
required outpatient appointments, whilst other patients
with complex needs were not discharged on time.

• At this inspection, the trust told us of the actions they
had taken to address these issues. New guidelines were
in place outlining the criteria for moving patients, and
audits had taken place to monitor compliance with the
bed moves policy. Any patient who was moved after
10pm was reported and any harm related incidents or
poor patient experience relating to non-clinical bed
moves was monitored and reported at the Quality
Committee.

• There was now an escalation policy with clear
admissions criteria in order to manage peaks in demand
and ensure that care to high priority patients was not
compromised. This meant the day surgery wards and
theatre recovery were rarely used as escalation beds,
reducing cancellations for elective surgery. Plans were

in place for the development of Heatherwood Hospital
to provide further flexibility for the management of
elective surgery during emergency surgical escalation at
Wexham Hospital.

Learning from complaints and concerns

• The complaints process was outlined in information
leaflets, which were available on the ward areas. We saw
information on raising complaints readily available on
all the wards and departments we inspected.

• At the last inspection, we found complaints were not
dealt with in a timely fashion and a backlog had
developed. These had now been dealt with and any new
complaints were being managed more effectively.
Specialist staff were now managing complaints
centrally.

• The Patient Liaison Service (PALS) was more visible and
there was improved uptake of this facility by patients.

• We spoke with members of the PALS team who told us
that the main complaints raised were about surgical
cancellations.

• Since the last inspection, the trust had developed a
policy regarding the Duty of Candour. This is a
requirement on NHS services to provide support and
relevant information to patients and their families when
a reportable patient safety incident occurs. The trust
explained the new policy and gave examples where
patients and their relatives had been fully informed and
involved in the investigation and provided with regular
updates.

• Complaints were monitored and discussed at
departmental clinical governance meetings. There were
mechanisms in place for shared learning from
complaints through the staff bulletins such as patient
safety, safer medications and infection control, together
with the briefings given to junior doctors and the
monthly nursing brief. Information about recent
complaints was displayed on the wards and any
changes in practice highlighted.

• The trust informed us that there had been a significant
reduction in overdue complaints and new complaints
received.

Are surgery services well-led?

Surgery

Surgery

91 Wexham Park Hospital Quality Report 02/02/2016



Outstanding –

We rated Surgery at Wexham Park Hospital as ‘Outstanding’
for ‘Well-Led' because:

The surgical directorate had robustly addressed issues of
poor performance and staffing issues. The W.H.O. checking
mechanisms, staff appraisals, referral to treatment times
and cancer targets had all improved because the surgical
directorate was well-led with strategic objectives in place.
These objectives were developed in collaboration with staff
and in line with a publicised trust vision and value set.

The trust operated an effective governance structure with
robust clinical governance and reporting arrangements in
place. Risks were identified and acknowledged and action
plans were put into place to address them. Care was
evidence based and action plans were constantly reviewed.

There was clear leadership, and staff knew their reporting
responsibilities and took ownership of their areas of
influence. All staff spoke with passion and pride about
working at Wexham Park Hospital and the majority spoke
enthusiastically about what the future held for the hospital.
Staff reported the new leadership culture made them feel
valued and respected.

Managers spoke enthusiastically about their ward or
department and were proud of the teams they had working
with them. The trust actively engaged with the public and
staff through meetings, surveys and communications.

There were systems to ensure patients were heard and
listened to. Improved data collection was able to
demonstrate that areas of care had improved, for example
in the care of cancer patients. We saw the trust encouraged
local initiatives to improve patient experience, care and
treatment.

Vision and strategy for this service

• At the last inspection we found there was no
overarching vision or strategy for developing or
improving surgical services. Staff at the time were
unaware of any unifying vision or any surgical strategy
for Wexham Park Hospital.

• Following the acquisition of Wexham Park Hospital by
Frimley Health NHS Foundation Trust in 2014, the trust’s
values, vision and strategic plan was reviewed and
revised.

• The trust told us that each surgical speciality now had a
service plan for the current year and was in the process
of developing and refreshing their three year vision and
strategy.

• Progress with the strategic plan was monitored at the
directorate review meetings with the executive team.

• The Chief of Service was appointed from Frimley Park
Hospital. We spoke with the senior members of the
surgical directorate who told us how the trust’s values
were now embedded throughout the surgical
directorate and were monitored through local work and
the appraisal system.

• The surgical Chief of Service was supported by senior
clinicians from both Frimley Park and Wexham Park
Hospitals.

• The staff we spoke with were aware of the trust’s vision
and could discuss it with us.

• We reviewed the trusts Quality Strategy for the surgical
division, 2015/16. This set out the short, medium and
longer term plans, with a view to providing a service that
met the current and future needs of the local
population.

• We observed the trust’s vision and values were
prominently displayed in hospital corridors, on wards, in
literature, on key documents and on the trust’s website
for patients, visitors and staff to comment and
understand.

Governance, risk management and quality
measurement

• At the last inspection we found that significant risks
were identified at divisional level including capacity
pressures and concerns about staffing. However, risks at
local team level were not always identified or
addressed, for example the concerns raised about bed
moves and the impact on theatres when using the Day
Surgical Ward for escalation beds.

• The trust implemented a new governance and
committee structure with Board level quality assurance
informed by new quality committees for the
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Heatherwood and Wexham Hospital sites. For example
a new governance and committee structure for cancer
services had been established with a Cancer Board that
met monthly. Four meetings had been held so far and
minutes and actions from the meetings were available.
Compliance with the national Cancer Peer Review took
place with an internal validation panel for cancer care.

• Clinical governance was now embedded at local level
with structured standard agendas complete with
minutes and action logs. The local groups reported to
the quality committee and to the Board via the Trust’s
Clinical Governance Committee. Minutes from these
meetings were available for inspection and we noted
that all risks, incidents and complaints were discussed.

• New central directorates had been established to
manage complaints, patient safety and quality
assurance.

• A Patient Safety Committee had been established at
Wexham Park Hospital and met monthly to share
outcomes and take pro-active actions taken to improve
safety. Priorities of pressure damage, medication safety,
falls, cancer pathways, multidisciplinary teams,
radiology and managing deteriorating patients had
been established.

• Service level Agreements were in place with other
organisations that provided services for Frimley Health
NHS Foundation Trust such as Maxillofacial services at
Northwick Park Hospital. We were told of the good
working relationships with primary care clinicians that
had improved care for urology patients and those
suffering with back pain.

• Quality dashboards were used as a multidisciplinary
tool for performance monitoring across the surgical
division. Data quality was an issue raised at the previous
inspection. This was now monitored through a
programme of internal and external reviews. Any
inaccuracies identified were acted upon by the head of
information for example the accuracy of the 18 week
referral and cancer data produced previously. Feedback
was then given back to the wards, departments and
individuals to enable them to provide better quality
data.

• We saw evidence of the new clinical governance and risk
management initiatives. Minutes from all clinical
governance and risk meetings were available for

inspection and for staff to read. Information boards were
in place on the surgical wards and pre-assessment
clinic, which gave information on surgical team
responsibilities, supervision, training opportunities,
appraisals and team meeting minutes.

• Patient safety and patient experience boards were
displayed in public areas on the wards which gave
relevant up to date information to patients and visitors.
For example on the day surgery unit we noted infection
control was running at 100% compliance and there had
been 193 harm free days. This meant that it was this
long since a patient had had a fall or developed a
pressure ulcer.

• The Family and Friends test results were displayed and
documented 98% completion rate. Any concerns that
had been raised were displayed alongside of the action
taken to resolve the issues; for example concerns
relating to mealtimes.

• The Family and Friends Test had been expanded to
include questions, which gave a baseline on the patient
safety culture within the trust.

• Each area maintained its own risk register, which fed
into the directorate risk register. We reviewed the risk
register and saw that action plans were updated
regularly. For example, in the surgical assessment unit
environmental issues and the management of
electronic records were raised as issues. The risk register
detailed the impact of the risk on patients and the
actions that had taken place to mitigate the risks.

• The local risk registers were managed by the ward
managers. These fed into the directorate risk assurance
framework, which were reviewed and updated monthly.
These reported to the Board via the Clinical Governance
Committee.

• Senior clinicians and managers told us they could raise
issues for discussion and resolution through a network
of performance, clinical governance and safety
meetings that took place on a planned basis throughout
the surgical division.

• Senior clinicians told us they were proud that some of
the processes that worked well at Wexham Hospital
were being adopted at the Frimley Park Hospital. They
gave examples of the orthopaedic governance process.

Leadership of service
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• At the last inspection we found that the surgical services
were not well led. Senior managers and lead clinicians
did not monitor performance against key performance
indicators or clinical outcomes. In theatre recovery
capacity pressures were not well managed with
recovery staff having no managerial support.

• Since the last inspection the new executive team had
taken action to ensure they were visible on the wards
and in the departments and ensured they engaged with
front line staff, listening to feedback and acting
promptly on any concerns raised. Senior staff
walkabouts were undertaken to engage with staff and
obtain direct feedback.

• We spoke with the senior directors and senior clinicians
with responsibilities for the surgical divisions. They told
us that the Chief Executive was very approachable and
they felt better supported. Although there was on-going
work to do, they felt there was more structure and
access to management. They gave examples of support
in improving staffing levels, better complaints handling
and clearer strategic direction. One senior clinician told
us “It’s as different as night from day – we’re now
facilitated to do our job”. They told us that staff were
being empowered to improve their services and that
good teamwork has helped to drive the changes. One
senior clinician told us “No one is bigger than the team”
and “Poor behaviour will not be tolerated.”

• Staff told us about the leaders and managers in their
specific area of work. The staff in theatres were
complimentary about the support and leadership within
theatres.

• We were told that there was dedicated leadership and
management training in place for staff with individual
learning needs identified at appraisal. Career clinics
were held which were available to all staff to help them
with their career progression.

• We were told that the clinical lead for specialist surgery
was currently undertaking the NHS leadership
programme and the Associate Director of Surgery had
undertaken training to MBA level and recent leadership
training.

• Senior nurses undertook relevant leadership and
management training with all Band eight nurses
currently on a 12 month Connect Health leadership
programme. All Band seven nurses were undertaking a
Leadership and Tools for Change programme.

• In the pre-assessment unit, staff told us how band six
nursing staff were encouraged to learn and develop as
future leaders through the opportunity of attend
governance meetings and spending time with band six
nurses from other specialties to improve learning.

Culture within the service

• At the last inspection, we found that there was a
reluctance amongst senior clinicians to respond to
change and adhere to new best practice guidance. We
were told of a culture of bullying throughout the surgical
services.

• The trust recognised there was a serious issue with
bullying and harassment within the surgical division and
took urgent and remedial steps to address it. Since the
last inspection the trust had established a clear set of
values together with the expected standards of
behaviour expected from all staff employed by the trust.
Direct action had been taken to address the behaviour
of individuals who did not demonstrate the professional
standards of behaviour expected.

• This positive action demonstrated to staff that whatever
their rank, role or seniority, inappropriate behaviour
would not be tolerated. A direct outcome of this is was
that staff – whatever their role, now felt able to
challenge senior staff during the WHO checklists
procedure in theatre or on the wards with infection
control issues.

• We received much feedback from staff relating to the
past and present culture within the service. We heard of
individual instances where staff still felt intimidated and
belittled by their managers; for example, one member of
staff told us how their manager called them “Stupid” in
front of other staff and felt they were being denied
further training without an explanation. They did not
feel able to escalate this because “All the managers are
pally with each other” and they could not approach
them.

• However in general staff told us that there had been an
improvement in the bullying culture as it had been
recognised and was being addressed. We were told how
issues such as bullying and harassment were now
discussed openly at team meetings where appropriate.
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• The trust rewarded staff at an annual staff awards
ceremony where outstanding contributions to the trust
were recognised.

Public engagement

• The trust used various means of engaging with patients
and their families. These included surveys, such as the
‘Friends and Family Test’, inpatient surveys, ‘Listening
into Action’ and the ‘How Are We Doing?’ initiative.

• The results of the surveys, feedback from complaints
and the Patient Advice and Liaison Service, as well as
patient comments, were reported back to staff, the trust
board and commissioners, in order to inform priorities
for improvements.

• The trust’s website provided quality and performance
reports and links other web sites such as consultant
performance, NHS Choices and NHS England consultant
performance outcomes. This gave patients and the
public a wide range of information about the safety and
governance of the hospital.

• The trust told us that patient feedback surveys were
used to drive improvement at ward and
multi-disciplinary team meeting level. These
discussions were included in the minutes of these
meetings. Staff told us that they were proud of the
improved patient feedback.

• Patient feedback was used in the ‘You said – we did’
initiative which we saw displayed on notice boards on
the wards.

• The Listening into Action programme enabled staff to be
more involved when feeding back to patients.

• The trust told us that new monthly cancer experience
surveys were being implemented after the annual
national survey in order to make improvements to the
service in a more timely way.

• We heard that open days were used to engage with the
public. A recent open day was held on the spinal service
offered by the hospital. A ‘Hip and knee school’ took
place a Heatherwood Hospital which patients were
encouraged to attend. This was an opportunity for
patients to discuss with clinicians and therapists
practical information and advice relating to their surgery
and recovery.

• We heard that clinicians attended Foundation Trust
membership events including the recent Annual General
Meeting.

Staff engagement

• Across the surgical directorate staff told us that “Things
were picking up after seven years of decline”. They told
us that Wexham Hospital was a good place to work. We
heard from members of staff who told us that previously
staff did not know who to turn to when things went
wrong, but now they were empowered to make
changes. Staff were staying longer, with student nurses
asking to come back to the hospital to work. The staff
teams were now stable making them more effective.

• The senior clinicians we spoke with told us that the
hospital really felt like a consultant led service; doctors
felt previously that they could have provided a better
service and now they were being empowered to do so.

• The quarterly Family and Friends Test included
additional questions regarding values and leadership.
The most recent results (April 2014 to September 2015)
showed improvements in staff recommending the Trust
as a place to work up 17% to 57% and in staff
recommending the trust as a place to have treatment
up 25% to 69%.

• There were feedback forums for junior doctors, junior
nurses and healthcare assistants. We heard how the
feedback forum for junior doctors resulted in changes to
improve conditions for both staff and patients.

• There were staff notice boards available throughout the
surgical wards and theatres giving staff information
about local and trust wide issues including training,
development and team meeting minutes.

• We heard that regular staff meeting were held in all the
departments that were minuted.

• Theatre staff told us about the monthly consultant/
departmental meetings; weekly theatre and pain
meetings; fortnightly trauma network meetings. We
heard there was a strong culture of openness from
junior to senior staff, clinical and non-clinical. Group
emails were frequent and positive in nature.

• Managers told us how proud they were of their staff who
“Always went the extra mile” and pushed to do their
best.

Innovation, improvement and sustainability

• At the last inspection, we found that individuals led
improvements and innovations in their own separate

Surgery

Surgery

95 Wexham Park Hospital Quality Report 02/02/2016



areas but good practice was not shared. Although staff
wanted to learn, develop and improve their skill they
were not given the time, resources of encouragement to
do so.

• At this inspection we found that innovation and
improvement was now recognised, shared and
celebrated.

• We found that staff across the surgical division were
passionate, committed to the hospital, and excited
about the changes in progress. A clinician in theatre told
us “I love working here – it’s a unique atmosphere, the
working environment is good, really good for training
junior staff, younger consultants want to make changes,
get on and do things and we are empowered to do it.”

• Quality impact assessments (QIA) were undertaken for
any major change to a service, this included cost
improvement plans. For example the trust had recently
re-developed and refurbished two surgical wards and
the theatres admission lounge. Staff had been involved
in the design of these areas and QIA were undertaken
prior to starting the work. The staff working in these
areas told us how they had been able to impact on the
final design and development.

• We saw that the ward dashboards were used at local
level to improve care and where quality audits identified
that improvements were needed action was taken
immediately to implement this.

• The trust had undertaken a professional nursing
engagement event, which celebrated successes in
improving quality and safety within clinical teams and
rewarded outstanding practice. Innovation and
improvement were celebrated through staff award
schemes and Committee on Clinical Excellence (CEA)
awards for consultant staff. We were told that a number
of staff from the surgical teams were recognised in the
staff and CEA awards in the past year.

• Wexham Hospital was also signed up to participate in
the national safety campaign ‘Sign up to Safety’ plan
and had identified the actions needed to take the
programme forward.

• We heard how improvement work in the cancer pathway
was currently taking place.

• However we heard from the trust that there was a
potential risk to achieving medium term financial
sustainability dues to an underestimation of the
financial deficit at time of acquisition. The Quality
Committee and Board of Directors Trust were closely
monitoring this within its three year Improvement Plan.
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Safe Good –––

Effective Good –––

Caring Outstanding –

Responsive Good –––

Well-led Outstanding –

Overall Outstanding –

Information about the service
The Critical Care Unit (CCU) at Wexham Park Hospital has
capacity for 12 patients in 10 bed spaces separated by
curtains and two private rooms that can be used as
isolation rooms. The unit can be flexibly staffed and
configured to provide care and treatment for level three
intensive care patients and level two high dependency
patients and operates as one single intensive therapy unit
(ITU). Each bed space can be operated with a ‘barrier
nursing’ model if a patient is highly infectious. The unit
offers patients a high degree of privacy.

The CCU cared for 644 patients between April 2014 and
March 2015. There is a consultant intensivist on duty seven
days a week between 8am and 9pm, and at all other times
cover is provided by an anaesthetist based in the nearby
surgical and recovery unit. An intensive care outreach
consultant is available Monday to Friday from 8am to 6pm.

Patients are admitted to the CCU from other hospital
departments. Two dedicated bed spaces in a separate
theatres recovery unit are equipped to treat level two and
three patients if the CCU is full. These beds are available as
part of an escalation policy that enables staff to provide
continuous care during periods of high demand.

We spoke with 17 nurses, three consultants, four doctors
and six other medical professionals including
physiotherapists, a dietician and a microbiologist. We also
spoke with two patients and three relatives. We looked at
two incident reports, 18 patient records and 50 other items
of documentary evidence.

Summary of findings
Overall we rated the CCU at Wexham Park Hospital as
'Outstanding' this was because:

We found significant areas of good practice through our
review of clinical audits, staff training, patient notes,
clinical outcomes and other indicators such as an
exemplary programme to promote independence and
person-centred care. Leadership in the unit was
coherent, robust and respected by staff. This leadership
contributed to a team that continually challenged
existing practice to identify new and improved ways of
working. Innovation was very much part of the culture in
the unit and staff spoke positively about the
development opportunities available to them as a
result.

Clinical practice was benchmarked against national
guidance from organisations such as the National
Institute for Health and Care Excellence (NICE), the Royal
College of Physicians and the Intensive Care Society
(ICS). Such guidance was embedded into the work
culture and staff used it to evaluate and improve their
practice. For example, an extensive programme of
audits was used to update policies and procedures.
Staff contributed to national audits compiled by the
Intensive Care National Audit and Research Centre
(ICNARC). They then used the national audit results
alongside local studies to inform the planning of staff
study days. The CCU team had access to
multidisciplinary specialists who contributed to
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decision-making and ward rounds to ensure best care
for patients. An established critical care outreach team
supported patients across the hospital and provided
bereavement and emotional support.

The CCU appeared clean, hygienic and well maintained.
Staff demonstrated good infection control practices but
there was room for improvement in some areas of
housekeeping. Equipment was serviced regularly and
staff were competent in its use with regular training
updates. We found one area of non-compliance with the
trust’s medication management policy but there were
safeguards in place to ensure that this would not affect
patient safety.

A robust incident reporting system was in place that
staff confidently used to investigate incidents and
errors. There was evidence that learning from
investigations had taken place consistently with an
effective system in place to ensure all staff were aware
of updates to practice. These measures contributed to
an environment in which safety was prioritised and
patients received individualised care.

We observed numerous instances of significant
commitment to personalised care. Staff were
competent, passionate and driven, and their efforts
included supporting a patient to return home safely to
their garden during an extended CCU stay and a
programme to promote independence in patient
recovery in the middle of their recovery. Staff were
active in clinical research and were supported in this by
a senior team of nurses and doctors who understood
the need for continued innovation in care and
treatment. One relative told us, “I am overwhelmed by
the attention of all of the people looking after [relative].”

Staffing levels were reviewed continually using an
established nursing acuity tool and there were enough
staff to provide care and treatment in accordance with
Royal College of Nursing (RCN) guidance. The use of
agency staff was consistently below the maximum
acceptable level set by the trust and temporary staff
underwent stringent induction and background checks
before working on the unit. Without exception staff told
us they were supported and valued by the senior team
and they felt proud to work in the unit.

At our last inspection of Wexham Park Hospital, we
found critical care services to be good and
responsiveness to require improvement. This was
because admissions and discharges were often delayed
and patients were sometimes transferred out of hours
because of a lack of capacity elsewhere in the hospital.
At this inspection we found a significant and sustained
improvement in these areas, with an acute commitment
from the senior team to improve the unit's
responsiveness to patient needs that had been highly
successful. In areas that we previously found to be good,
staff had worked hard to build on their existing practice
and explore innovation in patient care and treatment.
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Are critical care services safe?

Good –––

We rated the CCU at Wexham Park Hospital 'Good' for 'Safe'
because:

There were effective and robust systems and protocols in
place to protect patients from harm, and staff contributed
positively to an incident-reporting culture that provided
opportunities for continual learning.

Learning from incident investigations was disseminated to
staff in a timely fashion and they were able to tell us in
detail about improvements in practice that had occurred as
a result.

Equipment was adequately maintained in line with
manufacturer guidance and infection control and
cleanliness guidance and policies were followed.

Staffing in the unit was compliant with ICS guidance.
Nurse-to-patient and doctor-to-patient ratios were
consistently in line with this guidance. There was a
comprehensive programme of training and development in
place for nursing staff and junior doctors. Patients received
care and treatment from a team that was stable and
demonstrated excellent awareness of safeguarding and risk
assessment practice.

However, we found some areas that had scope for
improvement. We considered that existing mitigating
strategies and the expertise of clinical staff meant that risks
to patients were minimised:

Equipment audits had not included the batteries that
formed part of resuscitation trolleys.

There was a need for improvement in the consistency of
cleaning in some areas.

The medication audit system had not identified a problem
with stock rotation, the labelling of some medicine or the
correct disposal methods of patient's own medicine.

We did not find that any patients had been harmed in the
areas that required improvement and we saw that
processes to address shortcomings had been
implemented, including a more robust cleaning policy for
high-reach areas.

Incidents

• Staff used an electronic reporting system to document
incidents in the unit. There was a transparent and
proactive culture that empowered staff, regardless of
their grade or experience, to report incidents in a ‘no
blame’ environment. A practice development nurse
(PDN) had arranged ‘lunchtime learning’ sessions for
staff on the electronic system that had included details
of specific responsibilities in an investigation.

• The CCU consultant or matron allocated an appropriate
incident investigator to each report depending on the
expertise needed and they would conduct a root cause
analysis. Staff told us that this system worked well and
they felt the outcomes of investigations were used
primarily to avoid future incidents and to improve good
clinical practice. Investigating staff and the matron
disseminated the learning from incident investigations
to staff through team meetings, study days and
individual e-mails and we saw examples of these.

• The CCU reported no Never Events in the previous 12
months. Never events are serious, largely preventable
patient safety incidents that should not occur if the
available preventative measures are implemented.

• There were two serious incidents reported in the unit
between January 2014 and September 2015. We looked
at the investigation of the serious incident from January
2014 and found that staff had effectively used the NHS
England Serious Incident Framework to improve
practice. The unit’s lead nurse, lead consultant and an
anaesthetic consultant had formed a root cause
analysis team that had conducted a systematic and
robust investigation of the incident. An anaesthetist
liaised with the patient’s family to ensure they were
informed of the investigation’s progress and findings.

• From this investigation, senior staff introduced new
guidance relating to training and checks for staff in the
placement and extubation of tracheotomy tubes. The
root cause analysis team had contacted the
tracheotomy manufacturer for further advice on
training. The new guidelines were detailed and included
the use of longer length cleaning swabs for tubes and
documented recording of inner tube cleaning. Staff had
issued a letter of apology and explanation to the
patient, demonstrating compliance with the Duty of
Candour.
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• We looked at the investigation process of a serious
incident that was partially completed. The investigating
officer had established the severity of impact on the
patient, confirmed that the Duty of Candour had been
adhered to and found no lapse in the care provided to
the patient involved. As the investigation had not been
completed, we could not see the outcome but the root
cause analysis process was thorough and the
investigation adhered to the principles of the Serious
Incident Framework.

• One nurse told us that they felt well informed of updates
relating to safe practices because a health and safety
noticeboard was updated regularly. Every member of
staff we spoke with could give us examples of recent
learning from incidents and told us that communication
from senior staff about this was consistently good.

• Consultants, doctors and the matron attended monthly
Mortality and Morbidity (M&M) meetings that were used
to discuss mortality in the CCU. We looked at the
minutes of recent M&M meetings and saw that they had
led to improved collaborative relationships between
specialists. For instance, the review of the death of
patient that had been caused in part by a
gastrointestinal bleed had led to a more collaborative
relationship with the CCU governance lead. The unit had
also appointed a mortality lead and contributed to a
hospital-wide mortality review. Overall the outcomes of
this process contributed to a hospital risk framework
that was monitored by the medical director and senior
leadership team. The outcomes of M&M meetings were
available for staff to review on the learning and
development display board.

• Staff included a discussion of critical care outreach
team (CCOT) work and decisions during M&M meetings,
including the appropriate use of early warning scores
(EWS). This helped staff to discuss best practice and
learn from mutual experiences.

• The Duty of Candour was embedded into practice in the
unit. For instance, staff responsibilities under this policy
was displayed prominently on education and
communication boards and the electronic reporting
system included a prompt for staff to record that they
had initiated contact with the patient or relative. Staff
we spoke with were able to tell us about their role in the
Duty of Candour and we saw it formed part of training
sessions in incident management.

Safety thermometer

• Staff in the unit contributed to the NHS Safety
Thermometer programme. Information was collected
on a weekly basis and clear, easy-to-read information
was displayed for staff, patients and visitors.

• The information showed a high degree of safety in the
unit, with no falls or pressure ulcers reported between
July 2014 and July 2015. There had been one catheter
associated urinary tract infection reported in the same
period.

• All patients had their level of risk assessed for Venous
Thromboembolism (VTE), falls and malnutrition, which
was reviewed at regular intervals. We confirmed this in
our review of 17 patient notes and saw that monthly
audits of VTE risk were completed to monitor the
assessment process during admission. VTE assessments
were completed in accordance with NICE Quality
Statement 3. Staff were able to discuss safety
thermometer risk controls with us confidently and it was
clear that they understood the rationale of the
programme and how it improved patient safety. VTE risk
assessment compliance was audited and in the year to
our inspection, compliance was 97%.

Cleanliness, infection control and hygiene

• The unit looked clean, well maintained and hygienic.

• Hand sanitizer was readily available in the unit and we
observed staff using this regularly and appropriately. We
observed staff following the principles of the World
Health Organisation’s ‘five moments for hand hygiene’.

• Hand washing posters were available by each sink in the
unit but some were out of date and did not include
updated guidance about washing wrists. This meant
there was a risk that people using hand-washing
facilities in these areas might not be following best
practice for hand hygiene.Staff conducted monthly
audits of cleanliness and infection control in the unit. In
September 2015, hand hygiene compliance was 90%
and environment hygiene was also 90%. Housekeeping
standards were found to be 94% compliant and IV
cannula care was 100% compliant with trust policies.
The hospital standard for standards in these areas was
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80%. Staff had identified areas for improvement where
audits indicated lower rates of compliance, such as
more thorough cleaning instructions that included
specific areas and equipment.

• Housekeeping staff used ‘I’m clean’ labels to indicate
that an item of equipment had been cleaned and
decontaminated. Clinical bed-space equipment was
cleaned before being stored in a locked storeroom. We
found that labelling of clean equipment was
inconsistent and that some equipment had been
cleaned and not labelled. This meant it was not clear to
staff which equipment was ready for use and there was
a potential infection risk from the use of equipment that
could not be verified as clean and decontaminated.

• Disposable curtains were used and had the dates they
needed to be changed indicated, All curtains we looked
at were within their safe period of use. Disposables
trolleys were used and we saw they were clean and
within their recommended usage date. This showed us
that people were protected from the risks of infection
from these items because staff had ensured they were fit
for purpose.

• Staff maintained cleaning schedules by each bed space
and in the private rooms and housekeeping schedules
were maintained on a daily basis, The schedules were
displayed in accordance with Department of Health
guidelines. However, some areas of the unit that were
not immediately visible did not appear to have been
cleaned regularly. For instance, we found balls of dust
on some high touch areas such as curtain rails and a
pendulum that was over a bed. This presented a risk to
patients in the bed space from the potential for dust to
fall on them or on equipment that was supporting them.
This was of particular concern for equipment that had
an external air intake, such as ventilators. We talked to
the nurse in charge about this and they immediately
corrected the problem. We looked again at this area
during our return unannounced inspection and found
that cleanliness had been maintained.

• We observed that staff in the department were not using
a needleless system when preparing injectable
medicines. They were injecting directly into a three-way
tap without the use of Bionector. Bionector is a closed,
needle-free IV access system used to reduce the risks of
infection and contamination associated with central
venous catheters. This posed a potential infection risk to

patients although we did not find that any patients had
been harmed as a result of this practice and staff had
been adequately trained. We spoke with a chief of
service in the hospital who was aware of the issue and
told us a more up to date system was being planned.

• Three cases of unit-acquired MRSA had been reported
from quarter one 2014 to quarter two 2015 as well as
three cases of unit-acquired Clostridium difficile (C.Diff).
We saw that each case had been investigated
appropriately and that patients had received
appropriate care and treatment. Staff had implemented
protections to prevent the spread of infection across the
unit, including, a decolonisation protocol. This had
been audited and compliance was 100%.

• We found a water cooler on the unit that was not
plumbed in to a water supply and was not compliant
with the Department of Health’s Water systems for
healthcare premises HTM 04-01 regulation. There was a
risk of pseudomonas bacteria building up in the
overspill tray and the cooler had not been regularly
cleaned to avoid the risk of bacteria building up,
presenting an infection risk. We were told that the water
cooler was out of use permanently and was scheduled
to be removed.

Environment and equipment

• Patients were protected from the risks associated with
the unsafe use of equipment because staff maintained a
reliable and documented programme of checks,
including portable appliance testing (PAT).

• Nursing staff on the unit had maintained resuscitation
and emergency intubation equipment with twice daily,
documented checks. A lead nurse from the hospital’s
resuscitation team conducted a routine monthly audit
of the equipment, which was repeated after the trolley
was used. There were no gaps in the daily checks of the
resuscitation equipment.

• Checks of the laryngoscope batteries were not included
as part of audits. As a result we found two batteries that
had expired in January 2015 and two that had expired in
January 2014. This presented a risk that the batteries
would not function during emergency use, which could
put patients at risk. We spoke with a senior nurse who
liaised with the resuscitation lead nurse to implement a
new standardised audit to include a routine battery
check. The batteries were replaced and on our return
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unannounced inspection, we saw that staff had
immediately started to record daily checks of the
batteries whilst they awaited updated paperwork to use
in daily audits from the resuscitation team.

• Bed spaces in the CCU complied with the Department of
Health’s Health Building Note 00-09, which dictates a
minimum standard of space for effective infection
control. The escalation bed spaces in recovery did not
comply with this requirement as space was restricted
but this area was only ever used temporarily when the
CCU was operating at capacity. However this still
presented an elevated risk of infection to ITU patients.

• Senior clinical staff were working on a programme to
improve equipment standardisation across the trust’s
hospitals, such as the supply of identical syringe drivers.
This was intended to improve efficiency in the supply,
cost and maintenance of equipment as well as to
improve training for staff when they moved between
departments and sites.

• The facilities in the relatives and visitors waiting area
needed some attention, including repairs to damaged
chairs and a cleaning schedule for a water fountain.

• We found that a cleaner’s cupboard used to store
chemicals was unlocked because the key had been lost.
We found two used mops had been left standing in dirty
water which was not compliant with local cleanliness
policy.

• The unit was not compliant with the Department of
Health Management and disposal of healthcare waste
regulation HTM 07-01 that requires hazardous waste to
be disposed of in orange bags. Instead we saw such
waste disposed of in yellow bags, which should be used
for non-hazardous hygiene waste. This presented a risk
to waste disposal teams if they handled the bags
improperly on the assumption that the contents
adhered to Department of Health guidance.

Medicines

• Staff protected patients from the risks associated with
the unsafe use of medicines through the use of effective
administration that complied with the Faculty of
Intensive Care Medicine and Intensive Care Society
guidelines and the Medicines Act 1968 and the Misuse of
Drugs Act. We observed staff administering medication

and noted that appropriate checks were carried out
first. Staff used the aseptic non- touch technique (ANTT)
following the best practice guidance of The Association
for Safe Aseptic Practice.

• We observed a nurse preparing and administering an IV
antibiotic. The process did not follow the Health and
Safety (Sharps Instruments in Healthcare Regulation)
2013, a European directive applied to all healthcare
providers. This was because the required yellow
additive label on the diluting fluid bag had been
replaced by a sticky white label locally, which we were
told was normal practice.

• Medicines were stored in a secure,
temperature-controlled room, that staff checked and
documented for safe temperature twice daily. A
temperature checking system was in place for
refrigerated medicines that complied with the Royal
Pharmaceutical Society of Great Britain (2005) guidance.
Where staff had identified a break in the ‘cold chain’, the
need for continual refrigeration of an item, appropriate
action had been documented. Medicines stored for the
purposes clinical trials and research were stored in
locked cupboard, stored and administered separately.
Controlled Drugs (CDs) were stored in a locked
cupboard, which the nurse in charge held keys to. The
nurse in charge, along with a qualified nurse, checked
drug stock every night and this was supplemented by a
three-monthly pharmacy audit.

• A dedicated pharmacist conducted a monthly rotation
of medicine stock, which was complemented by weekly
stock checks by a healthcare assistant (HCA). This was
documented in a medicines record book. We noted that
there were two gaps in the weekly checks in the
previous month and found that some items, including
sterile water for irrigation, a glucose testing solution and
a container of sodium chloride had passed its expiry
date. There were four containers of patients’ own
medicine stored in the medicines room that was for
patients who were no longer on the unit or that had
expired. This meant that staff involved in medicines
stock management and disposal had not been acting in
compliance with the standard operating procedure for
this process.

• Four containers of insulin had been opened in the
medicines fridge but had not been labelled with an
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open date. This meant that staff could not be sure of the
product expiry date and that this had not followed the
guidance of the standard operating procedures for the
handling and storage of medicine.

• Stock rotation and control appeared to be inconsistent
with the department’s policy of moving the oldest
packaged medicine products to the front of each shelf.
We spoke with a senior nurse who followed the
appropriate procedure to return the expired medicine to
the pharmacy and submitted an incident report to
trigger an investigation. A review of medicine checks for
the previous year indicated no similar problems and we
considered that there was no risk to patients due to the
checks staff conducted before administering medicine
directly to patients.

• PDNs and the consultant had introduced a robust
system to minimise medicine errors and to address
these if they occurred. After such an incident, the staff
member involved would be offered medication error
training and asked to complete a reflective exercise that
would help them to understand what caused the error.
We found that such reflection had resulted in staff
identifying circumstances that could cause distraction
as well as the identification of areas in which they would
benefit from refresher training.

Records

• We found patient records were detailed, fit for purpose
and included evidence of personalised care and
multidisciplinary input that adhered to the guidance of
the General Medical Council (GMC) and the Nursing and
Midwifery Council. Patient records and clinical notes
were created and stored using a paperless electronic
system that was compliant with GMC Confidentiality
(2009) guidance. We looked at a random sample of 17
patient notes and we observed how these were
reviewed and updated during two ward rounds.

• Staff demonstrated a good understanding of the need
for confidentiality and we observed them using
appropriate electronic password protection systems
effectively.

• All records we looked at included details of allergies, a
daily treatment plan and evidence of daily consultant
reviews. Specialist assessments were conducted and
recorded appropriately, including for feeding, neurology
and respiratory needs.

• Staff had conducted an audit on admission and daily
review records in May 2015. They found 100%
compliance with records audited on day shifts but
problems were found with the level of detail in
treatment summaries written in night shift
documentation and a re-audit had been planned. It was
unclear if the re-audit had taken place.

Safeguarding

• Staff had a detailed knowledge of their responsibilities
regarding the safeguarding of patients and were able to
demonstrate this in practice. For instance, staff had
contacted the local authority safeguarding team after
becoming suspicious of financial abuse of a vulnerable
patient from friends and relatives. Their actions had
been timely and proactive and the local authority had
been able to work with staff on the unit to protect the
person involved.

• Safeguarding policies were up to date and readily
available for staff on the unit, who knew where to access
them.

• 100% of staff were up to date with safeguarding training
at the level approved for their grade and role.

Mandatory training

• The PDN tracked the training needs of nurses in the unit
and planned ahead to reduce the risk that training
would expire. Each member of staff attended an annual
essential training day where they undertook refresher
training in areas such as safeguarding and manual
handling. 100% of nursing staff on the unit had up to
date mandatory training.

• Mandatory training had included moving and handling,
safeguarding, mental capacity and infection control.
Staff spoke highly of their opportunities for training and
said that they never felt under pressure to take on more
than they could handle. They said that protected time
for this away from clinical practice enabled them to
keep up to date.

Assessing and responding to patient risk

• A band 7 nurse led a critical care outreach team (CCOT)
24-hours seven-days a week. The nurse was
supernumerary to the CCU but could be recalled to the
department in the event of exceptional pressure on the
service.
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• A newly appointed cross-site lead nurse for deteriorating
patients had conducted an audit of the early detection
of deterioration (EDOD) system to identify good practice
and areas for improvement. 300 patients were included
in the audit and the accuracy of records were found to
be 80 – 90% overall. The nurse found that the EDOD
procedure was always implemented within 30 minutes
of an escalation and was working with the CCOT team to
maintain this standard. The lead nurse for the audit had
established an EDOD action plan to include a one year
re-audit with a focus on cross-site consistency, including
the use of accurate early warning scores (EWS).

• We looked at the records of six patients who had been
admitted to the CCU from the emergency department
after the EDOD system triggered a review by a CCU
registrar or consultant. In all cases patients had been
admitted at an appropriate stage of their EDOD score
and with the input of the CCOT doctor.

• We observed a consultant responsible for critical care
outreach assessing deterioration scores appropriately
and accurately, including an appropriate response to
increasing pain. Clinical interventions were discussed
between a senior physician and a senior nurse and the
EWS system was used and documented effectively in
such cases.

• Appropriate risk assessments were in place to ensure
patients could safely use the garden. Special
consideration had been given to access, including the
provision of a ramp and wide doors to allow patients
who were bedbound into the garden.

Nursing staffing

• A team of 55 nurses worked in the CCU, 30 of whom held
a post-registration award in critical care nursing. This
was above the minimum recommended requirements
of the Royal College of Nursing.

• Nursing staff conducted handovers twice daily with the
whole team, at 7am and 7pm. We observed two
handovers and found them to be structured, detailed
and with a focus on personalised care.

• Agency and the hospital’s own bank staff were used to
ensure that staffing levels remained safe. We saw that
temporary nursing staff were required to have a
post-registration qualification in critical care and had to
provide evidence of their qualifications before starting in

the unit. The unit used the same nurses wherever
possible to ensure consistency and that the temporary
staff were familiar with unit systems, equipment and
protocols.

Medical staffing

• Eight full time and two part time consultants worked in
the CCU, all of whom were either Fellows or Associate
Fellows of the Faculty of Intensive Care Medicine, or
were eligible to join.

• Consultant cover was provided between the hours of
8pm and 9pm, seven days a week, with three other
doctors also on the unit during this period including a
senior specialty doctor. Outside of these hours, the CCU
was staffed by a senior specialty doctor and a senior
trainee doctor with support from an anaesthetist. An ICU
consultant was on-call and available to attend within 30
minutes between 9pm and 8am. This met ICS standards
for medical staffing of CCUs.

• Nurses we spoke with told us that they were happy with
the level of medical cover. One nurse said, “The team of
doctors is very supportive. The anaesthetist on call
overnight always attends very quickly, I’ve never had a
concern about this.”

• A consultant handover took place twice daily, at 8am
and 8pm. We found that handovers were well attended
and included registrars and other doctors on the unit as
well as the outreach consultants and outreach charge
nurse. Multidisciplinary ward rounds took place twice
daily, at 8am and 2pm. During our inspection on a ward
round we observed included feedback from a critical
care consultant, a biochemist consultant, an
anaesthetist, a dietician, a microbiologist, a pharmacist,
the nurse in charge and three other doctors.

• CCU registrars contributed to a hospital-wide handover
each evening that included medical and surgical
registrars and CCOT doctors. Consultants offered input
in this meeting and doctors told us that it worked well to
help them understand the position of the hospital in
terms of capacity and the risk of escalation of specific
units.

• There was a low reliance on locum doctors. Where
locums were used in the unit, the lead consultant
conducted an orientation and induction with them that
was documented, fit for purpose and guided by The
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Faculty of Intensive Care Medicine standards. Nursing
staff spoke positively about this process and told us that
they had not experienced any additional pressure
because of reliance on locum doctors.

Major incident awareness and training

• There was a robust major incident strategy in the unit
that included the escalation plan and roles and
responsibilities in an emergency. The strategy was fit for
purpose and demonstrated how staff would ensure
patients would be protected from harm.

• A major incident simulation exercise had been
conducted within the year prior to our inspection, which
included the simulated use of evacuation equipment
and processes.

• Nursing staff had varying degrees of understanding of
the major incident plan. One nurse said that their only
training had been a video session three years ago but
that they received annual written updates from the
senior nurse. All of the staff we talked with could tell us
how they would assist in a unit evacuation in case of a
fire.

Are critical care services effective?

Good –––

We rated the CCU at Wexham Park Hospital 'Good' for
'Effective' because:

Care and treatment were delivered by a competent and
experienced team of consultants and nurses and were
based on a range of best practice guidance, including from
the RCN, the ICS and NICE.

There was active engagement with a critical care network
that demonstrated a track record of contributing to the
improvement of patient experiences and outcomes.

The CCU mortality rate was better than the national
average for similar units. Care bundles were regularly
audited as part of an on-going system of monitoring
treatment outcomes and best practice.

Patients were treated by a multidisciplinary team of
specialists that included biochemists, a microbiologist, a
physiotherapist and a CCU dietician.

Staff managed pain relief effectively and patients’ nutrition
and hydration needs were closely monitored.

There were effective systems in place to ensure that staff at
all levels understood the need for consent before providing
care or treatment, and awareness of the Mental Capacity
Act (2005) was excellent amongst the staff we spoke with.

Evidence-based care and treatment

• A CCU consultant was the lead for sepsis care bundles
and audits, including the evaluation of severe sepsis
screening tools and acute kidney injury outcomes. A
band six nurse had developed a dedicated sepsis lead
role that included responsibility for embedding good
practice from sepsis audits across the unit. Staff were
proactive in the development of sepsis lead roles and
had attended a December 2015 sepsis road show to
share their learning. The sepsis care bundle was based
on the best practice guidance of the Surviving Sepsis
Campaign.

• Staff in the unit were active with the Thames Valley and
Wessex Critical Care Network. Medical and nurse leads
had contributed to regular meetings with this network
and had established or contributed to a care bundle
group, an education and development forum, a
rehabilitation group and a patient transfer group.
Learning from this relationship was delivered to staff
through study days, lunchtime learning sessions and
notices on a staff education board.

• There was a protocol for the transfer of patients to home
from the unit if wanted to die at home. This was
compliant with ICS guidelines for the limitation of
treatment for adults requiring intensive care treatment.

• There was an on-going programme of local clinical
audits based on the needs of the unit and individual
professional interests. We identified 27 separate audit
cycles in place, each managed by a named, dedicated
member of staff. The results of the audits were
quality-checked by a senior doctor or nurse and an
action plan agreed by the audit lead. Results were
presented to colleagues during study days, staff
meetings or lunchtime study sessions. In most cases a
re-audit would be planned at an appropriate future
point in time to check progress against the action plan.

• Staff had completed an audit of chest drain insertions
and thoracic ultrasounds, which had should that the
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unit was compliant with British Thoracic Society
guidelines. Staff also completed monthly audits of the
tracheostomy care bundle, which scored 100%
compliance in September 2015 and consistent
compliance scores of 90% or above since January 2015.
The September 2015 audit of the ventilator associated
pneumonia care bundle showed 100% compliance. An
audit into the effectiveness of the hypothermia care
bundle had exceeded its target of 33 patients and a
cross-trust working group was assessing the results to
identify potential improvements in practice. A future
re-audit was planned to evaluate the efficacy of
improvements and changes in guidance.

• A nurse had led a research programme into the optimal
use of a nasal optiflow device. The results had shown
that in some circumstances the need for intubation
could be reduced, which would result in a reduced stay
in the unit. This demonstrated that staff were active in
ensuring their practice was based on the latest available
evidence.

Pain relief

• Staff used a combination of verbal and non-verbal
assessments to manage pain. We saw that pain scores
were documented hourly within electronic patient
records by staff who demonstrated an excellent
understanding of how pain could be assessed through
personalised communication. For example, staff skilfully
interpreted the facial expressions of a person who was
ventilated when they asked about pain, ensuring that
the person was still understood despite not being able
to talk.

• Nurses used a rapid escalation process to a doctor if a
person’s pain increased, which we saw working in
practice.

• The discharge protocol included consideration of pain
management during the transfer of patients to the ward,
including the option to liaise with the acute pain team.
Staff liaised with the relevant pain nurse and ensured
that patient-controlled analgesia and epidural charts
were prepared. Staff had access to local guidance on
pain relief for patients with dementia and learning
disabilities. This included modified communication
protocols such as visual methods and liaison with the
hospital dementia lead.

Nutrition and hydration

• A dietician was based in the unit for two and a half days
each week. Staff told us that this recent appointment
had significantly improved their ability to provide
specialised dietary input to patients. The dietician
attended a 2pm ward round when they were on site and
were available by bleep at other times.

• The dietician and a nurse conducted a nutritional
assessment of each patient on admission and thereafter
at regular intervals depending on patient condition. The
electronic patient records system included fluid balance
checks, which we saw were used appropriately.

• Our review of clinical notes showed us that staff used
the Malnutrition Universal Scoring Tool (MUST) to
identify those at risk of malnutrition. Waterlow scores
were assessed and appropriate clinical interventions for
the avoidance of malnutrition and pressure sores were
implemented.

• The hospital’s nutritional guidelines were due for an
annual review and we were told that they would be
updated as soon as new national guidelines were
published, which were expected imminently. Work was
underway to establish a nutrition assessment for
patients being discharged from the CCU and the
dietician had begun to work with their counterpart at
another of the trust’s hospitals to establish this.

• Protocols were in place for total parenteral nutrition
(TPN) and percutaneous endoscopic gastrostomy (PEG)
feeding tubes and staff had received appropriate
training in their use.

• Staff could order hot meals on demand from a third
party supplier and told us that they had received no
complaints about this from patients. Relatives we spoke
with told us that they enjoyed the food that had been
provided.

Patient outcomes

• The average length of stay for patients was 5.8 days,
which was impacted by two patients with exceptionally
long stays of over 90 days each.

• The mortality rate in the unit between April 2014 and
March 2015 was 22%, which was lower than the national
average for units of a similar size and case mix. The
mortality ratio for the unit was within the expected
range for its size and it was not an outlier in any
mortality criteria that is nationally comparable.

Criticalcare

Critical care

106 Wexham Park Hospital Quality Report 02/02/2016



• The unit contributed to the Intensive Care National
Audit Research Centre (ICNARC), which meant that the
outcomes of care delivered and patient mortality could
be benchmarked against similar units nationwide. The
unit had variable rates of unplanned readmissions
within 48 hours in the 2013/14 and 2014/15 reporting
periods when compared to similar units nationally.
From April to June 2015, unplanned readmissions
accounted for between 1% and 4% of patients.

• From April to June 2015 the rate of early deaths was
consistently below 3% of admissions which was better
than the national average for similar units. In the same
period, the number of people who were discharged
from critical care to another ward in the hospital and
subsequently died there was about the same or less
than similar units.

Competent staff

• Junior doctors on the unit were given
competency-based training on joining the unit. This
included the completion of the Acute Life Threatening
Events Recognition and Treatment (ALERT) course
within their first two days and Intermediate Life Support
(ILS) and Advanced Life Support (ALS) certification
within their first year. There were four dedicated ALERT
faculty nurses in the senior nursing team who delivered
the training to new staff throughout the year. We saw
that doctors also completed the Oxford advanced
trauma course and a level one ultrasound course for
chest assessments.

• A consultant ran clinical simulation training at Wexham
Park Hospital for new doctors. This included intubation
techniques and clinical decision-making for
deteriorating patients.

• Nurses had received regular supervision and 100% of
staff nurses had undergone an appraisal in the last year.
Nurses told us that their team leaders were readily
accessible and that supervision sessions were focused
on their personal and professional development. We
looked at an anonymous sample of staff appraisals and
found them to be positive and motivational. For
instance, staff were praised for good performance in
specific circumstances and were supported to develop
their auditing and clinical skills.

• The nurse in charge of each shift checked the skill mix
and competencies of their team before allocating work

in each handover. Staff were asked if they had a
preference as to which patient they were allocated to.
This served the purpose of offering staff the opportunity
to gain experience in treating particular conditions
whilst enabling the senior nurse to ensure that staff
were allocated appropriately based on their level of
experience.

• There were systems to ensure staff were competent to
carry out their role. This included an induction
programme that ensured new staff were familiar with
local policies and procedures, particularly in relation to
standards of patient assessment and record keeping.
PDNs monitored nurse competencies on a rolling basis
to ensure that nurses maintained currency in practice
based on national benchmark standards. The lead
consultant monitored the training and audit
programmes of doctors to ensure that learning was
implemented to improve practice. Regular meetings,
such as M&M and governance meetings with the critical
care delivery group, were used to review practice
guidelines and identify areas of good practice and areas
for improvement.

• A senior nurse told us that staff nurses were responsible
for ensuring their own competencies were up to date
but that the senior team kept track of this as well,
through the maintenance of staff training and
competency records. The senior team offered guidance
and support to more junior nurses to ensure they
remained compliant with competency requirements set
by the Faculty of Intensive Care Medicine. Each nurse in
the unit was encouraged to take on responsibility for a
specific area of development and learning. This covered
all mandatory areas of training such as infection control,
health and safety and delirium. Nurses were encouraged
to take up areas of professional interest to them and
had resulted in lead roles for areas such as blood
transfusion, students and mentorship and the ITU
follow-up clinic.

• Junior doctors worked in the CCU as part of a rotation
programme with anaesthetics and were unable to take
leave during their ITU placement. Seven senior doctors
and four registrars supported junior doctors as part of a
seniority system that staff told us worked well and
ensured that patients were always cared for by the most
appropriate member of staff for their needs.
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• Nursing staff had access to on-going specialised training
that was managed by a dedicated practice development
nurse (PDN). Nurses we spoke with told us that they
were very happy with the standard, frequency and
quality of training and that it helped them to develop
their clinical skills. Nurses who were interested in
progressing to their next band were offered shifts with a
clinical supervisor to develop their management skills.

• Trauma training for nurses included specialisms such as
the care of patients with traumatic intracranial
aneurisms, intermediate life support and advanced life
support for hyper acute trauma.

• All newly qualified staff nurses undertook a
preceptorship course that was delivered according to
the Department of Health Preceptorship Framework.
The preceptorship is a transition tool used to support
newly qualified nurses in their initial year in the
intensive care environment.

• Doctors in the unit undertook work-based assessments
as part of the Oxford Deanery Intensive Care Medicine
Programme of training, ensuring that their practice was
evidence-based in accordance with national standards.

Multidisciplinary working

• Appropriately qualified and experienced staff ran a
CCOT 24-hours seven-days a week. A CCOT consultant
was available between the hours of 8am and 6pm
Monday to Friday. Outside of these hours, a CCOT nurse
could refer a patient to the on-call anaesthetist or the
doctor in charge in the CCU.

• The practice development nurse had produced a
discharge checklist for staff to use to ensure that
appropriate multidisciplinary teams were engaged with.
This included communication with the appropriate pain
nurse, tissue viability nurse and CCOT. We saw that this
was followed in practice during our observations of
ward rounds and handovers.

• A daily multidisciplinary (MDT) ward round took place
that we observed was well attended by a
multidisciplinary team of specialists, including a
pharmacist, a dietician, a biochemist consultant and a
microbiologist. The lead consultant openly encouraged
feedback and input from every specialist for each
patient and treatment plans were updated accordingly
to reflect the MDT input.

• Staff had a thorough understanding of external MDT
relationships for patients who would be discharged
soon, such as the need for a nursing home for one
patient and active liaison with another hospital nearer a
patient’s home where they wanted to be transferred to.
A counselling service and community mental health
services were also available to staff to assist with
discharge planning. Staff we spoke with were positive
about both services and said that they helped to calm
patient anxiety before a move and to help their
transition into another service.

• During the handover, staffing and patient levels were
discussed and it was confirmed that the staff to patient
ratio met RCN guidelines. Availability of the CCOT team
and supernumerary staff was confirmed and the times
of planned procedures for patients were confirmed and
contact with multidisciplinary colleagues was
discussed, including a learning disability nurse who had
been called to help staff with a patient.

Seven-day services

• A consultant intensivist provided a seven day service in
the CCU and was available in the unit for 13 hours per
day, from 8am to 9pm. Outside of these hours, a
consultant was on-call and available to attend the unit
within 30 minutes. An anaesthetist is available nearby
overnight and a senior specialty doctor ensures
continuous medical cover.

• A dietician had recently been recruited and was
available for 2.5 days per week, with a hospital-wide
on-call dietician available at other times. Microbiology,
pharmacy, biochemistry, palliative care, organ donation
and physiotherapy services were all available 24-hours,
seven-days through an on-call system.

Consent and Mental Capacity Act (including
Deprivation of Liberty Safeguards)

• Staff adhered to the systems in place to protect people
from the risks associated with providing care and
treatment without appropriate consent. Our review of
patient notes found that in all cases consent to
treatment had been obtained and documented
wherever possible prior to treatment and whenever a
patient’s condition changed. An initial capacity
assessment had taken place with each patient and we
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saw that best interests decisions had been made
appropriately, including the input of mental health
professionals and the guidance of the Mental Capacity
Act (2005).

• Staff also routinely re-assessed capacity whenever a
person’s condition improved, in line with the guidance
of the Mental Capacity Act (2005).

• Staff had access to best practice guidance and local
mental capacity policies on the unit, including guidance
for the administration of medicines to patients who
were not deemed to have capacity.

• All of the staff we spoke with were able to talk
confidently about the Deprivation of Liberty Safeguards
(DoLS) and how this could impact a patient in the unit.
Staff spoke positively of their training in DoLS and one
staff nurse said that although they rarely saw such an
authorisation in place, they showed us where the unit’s
DoLS protocol was stored for quick access.

• Staff had engaged with the Alzheimer’s Society to better
understand how to communicate with people with the
disease and guidelines on vision perception difficulties
in people with dementia. This helped staff to
understand the risks associated with moving and
walking about. Staff used the ‘This is me’ tool for
patients with dementia that included a life history and
information such as ‘what makes me feel better?’ was
included. Staff had access to a dementia lead in the
hospital and annual dementia awareness days had
been offered to ensure staff remained up to date with
changing guidelines.

Are critical care services caring?

Outstanding –

We rated the CCU at Wexham Park Hospital 'Outstanding'
for 'Caring' because:

Staff demonstrated tireless and inspirational dedication to
patients’ comfort and emotional needs and showed
exceptional drive to empower patients to maintain daily
tasks and routines that were important to them.

Our conversations with staff and relatives and our
observations of care revealed a strong and consistent track

record of exceptional service. We found numerous specific
examples of how staff had gone out of their way to ensure
the provision of highly personalised care and treatment
programmes.

Relatives and visitors were cared for by a team of nurses
and doctors who understood the anxiety that an ITU stay
could cause. The staff approach to dignity and privacy were
embedded in the service, including the importance placed
on obtaining consent before providing care and the use of
curtains during assessments.

Friends and Family Test results consistently scored the unit
with the maximum rating for positive care and
recommendations.

We found numerous areas of innovation that
had significantly and positively affected patients and their
relatives above and beyond expectations:

A special project had created a peaceful garden for patients
and their relatives. The garden had been conceptualised by
a former patient and had been constructed by volunteers
from Crossrail, using a community charitable fund and in
collaboration with clinical staff. This demonstrated an
innovative approach to improving the wellbeing and
emotional needs of patients because staff in the unit
recognised the opportunities in delivering collaborative
care beyond clinical need.

Staff used innovative visual aids to indicate a person was
receiving end of life care ensured that staff and visitors
maintained a quiet and respectful presence in that area.

Compassionate care

• Staff in the unit encouraged patients and their relatives
to take part in the Friends and Family Test, an NHS
England initiative to understand the experience of
patients and relatives using NHS hospital service. With
an average response rate of 65% of patients or one of
their relatives, the unit had received consistently
excellent scores, with 100% of respondents stating that
they were happy with their care in the unit from
November 2014 to August 2015, other than in two
months with no data submission. We were not able to
find an explanation for the gap in data.

• Staff demonstrated a tireless and on-going dedication
to treating patients and their relatives with dignity and
respect, above and beyond the basic requirement for
privacy.
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• A senior healthcare assistant had been appointed as a
dedicated dignity and privacy coordinator and had
introduced an innovative visual dignity system for
patients at the end of life. This involved the placement
of large, colourful picture of a butterfly on the outside of
their bed space curtain. The butterfly emulated peace
and was a visual reminder to staff and visitors to be
particularly quiet and sensitive in that area. Staff had
piloted the system in the unit and had received positive
feedback from relatives, particularly as the use of a
butterfly could be used without religious or cultural
connotations. We saw the butterfly system in use and
noted that it was an effective tool in practice to trigger
an enhanced degree of dignity and awareness in the
area.

• Staff used the RCN Spirituality in Nursing Care guidance
as well as RCN guidance on staff responsibilities
following a death to provide care that was sensitive. A
nurse had compiled an information guide to cultural
and religious beliefs in the unit that helped staff in the
event that a person had specific religious needs
following their death. This included guidance on the
roles of different spiritual leaders and instructions to
staff on what to do if a person needed to be buried or
cremated at a certain time of day. Senior staff we spoke
with were able to explain how this was used in practice,
such as when a patient of Jewish or Muslim faith died on
the unit and there were specific religious needs to
adhere to.

• Nursing staff used handovers to discuss patient needs
beyond their medical diagnosis or need. For instance, it
was discussed if a patient had experienced a restless
night or if they were anxious and what staff had done to
assist them. Staff had a high degree of understanding of
individual needs and it was clear to us that compassion
was very much a part of the handover process. For
example, one patient had difficulties understanding or
speaking English and staff had met their relatives and
found the most appropriate individual to assist with
communication. This had assisted the patient in
reducing their anxiety at being in the unit. In another
case staff had been able to agree a reduced reliance on
an oxygen mask for a patient who found this distressing
and uncomfortable.

Understanding and involvement of patients and
those close to them

• Two senior nurses had taken the lead in a project called
the Promoting Independence Programme to ensure that
CCU services promoted the independence of people.
Details of the project were displayed in the unit and
included a range of evidence of its positive impact on
staff and patients. As part of the project, nurses worked
with patients who would be in the unit for an extended
period of time to establish a daily routine to help them
feel secure and relaxed. This had included facilitating
religious practices, reading about train models and
watching the news once a day. The focus on peoples’
likes, dislikes and emotional needs was evident at all
stages of their care and the enthusiasm of staff had a
demonstrably positive impact on them.

• Each patient’s bedside included a whiteboard that had
listed their plans and goals for during or after their
recovery, included the names of their nurses and doctor.
Staff told us that part of this programme was to promote
clear communication with patients and relatives to
reduce anxiety and thus speed recovery. On admission,
each patient had an ‘activities of daily living’ assessment
that staff used to help them understand each person’s
ability to perform tasks that were important to their
independence.

• From our review of patient notes, we saw that the ‘This
is me’ tool was used consistently and that staff had
made efforts to ensure details recorded were
appropriate and could be used in practice to help
provide individualised care. For example, staff had
recorded the sleeping preferences of a person that
included which side they liked to sleep on and what
they hoped to do when they left the CCU. Staff had paid
attention to detail and it was clear that they placed
great value on the aspirations of people, for example a
patient was being supported and encouraged to be well
enough to attend a relative’s wedding. The ‘This is me’
tool is more commonly used in social care services for
patients with dementia. However, critical care staff had
applied its use to patients in the ITU to help staff get to
know them and to help patients feel more understood
and involved.

• We spent time speaking with the relative of a patient
who had been in the CCU for an extended period of
time. They told us how happy they were with the care
and treatment their family member had received. They
said, “I’m always given a full explanation by staff of
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anything that’s going on. I feel very welcome here and
I’m always comforted and reassured by staff whenever I
need it. Most important, the nurses are always
encouraging my [relative] to speak for themselves to
me, rather than letting the nurses speak for me.” One
relative said that the noise on the unit was sometimes
excessive. We identified the source of this as a delivery
chute arrival point that was placed near their bed. When
a canister arrived, it made a loud noise, which staff said
that they were unable to mitigate.

Emotional support

• A CCU nurse had established a lead role for patient
experience and ward follow-up and conducted visits to
people after they were discharged to the ward to check
on their progress and wellbeing.

• Nurses from the CCU ran a follow-up clinic for patients
who had been discharged, as part of an on-going
programme of emotional support. The clinic was run on
an outpatient basis and the MDT staff who had provided
patient care all attended. The follow-up clinic had
proved to be popular and we saw that many attendees
had written reflective poems or personal essays on their
journey through the ITU, which were on display for
patients, staff and visitors to read.

• Relatives we spoke with said that they were aware of the
quiet room for their use and that staff were very good at
offering them refreshments.

• There was a counselling service available to patients
and staff 24-hours, seven days a week. Staff spoke highly
of this and said that counsellors were accessible and
very understanding of the needs of the ITU.

• There was a well-kept, peaceful garden accessible
directly from the ITU. Staff showed us a portfolio of
photographs that had been kept of the garden’s
construction as a project between a former patient,
their professional colleagues who had acted as
volunteers from Crossrail and the unit’s staff. The
planning and construction of the garden represented a
collaboration between Crossrail staff and clinical CCU
staff to ensure the garden could be used safely by
patients. We saw the garden used during our inspection
and were aware of the positive impact this had on

patients’ emotional state. Patients were able to use the
garden even when ventilated and we saw that doctors
and nurses had appropriate risk assessments and
protocols for movement in place to facilitate this.

• Staff noted communication with relatives and subtleties
in a change of patient’s behaviour or outlook in their
records. For instance, during a bedside nurse handover
we saw that a nurse had noted a person’s change in
mood overnight so that day staff could monitor this and
spend some time talking with the patient. This was
noted in a dedicated section that encouraged staff to
promote independence.

Are critical care services responsive?

Good –––

We rated the CCU at Wexham Park Hospital 'Good' for
'Responsive' because:

Staff constantly sought out strategies to ensure patients’
individual needs were met, including for patients with
communication or language barriers, dementia or learning
disabilities. A wide range of resources were available to
staff to help them in the delivery of specialist care.

Delirium and sedation were monitored appropriately by
staff using nationally recognised tools.

Relatives and visitors were provided with a quiet room and
an en-suite bedroom for overnight stays, which had
capacity for two people.

The admission, period of treatment and discharge
processes were particular focus areas for staff and the low
number of out-of-hours or non-clinical transfers compared
favourably similar units on a national level. An escalation
plan was in place that enabled staff to use two additional
bed spaces in the nearby recovery unit if the CCU was full.
This had resulted in a substantial improvement since our
last inspection.

The complaints process was effective, with investigations
including the appropriate input of patients and relatives.
Issues arising from complaints led to changes in systems
and practice.

Service planning and delivery to meet the needs of
local people
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• Staff were aware of the needs of the local population
and had secured additional training for nursing staff in
the provision of care to people with alcohol or
drug-related organ failure and an alcohol liaison post
had been created to support nursing staff.

• Staff said that they were experiencing an increasing
number of patients who needed bariatric care and the
matron was preparing a business case to purchase
appropriate equipment for this to reduce the need for
renting such items.

• Staff were equipped to provide a service that met
people’s needs outside of the clinical treatment plan.
Religious and cultural needs were provided by staff who
had access to a comprehensive portfolio of advice from
national religious organisations to help them to provide
care that met the needs of individuals.

• Advice was accessible by staff on the unique needs of
people based on sexual identity and for those who were
experiencing domestic violence.

• Staff were active in discussions of organ donation with
patients and relatives. The NHS Blood & Transplant
Special Health Authority had sent the team positive
feedback for their responsiveness and contribution to
positive outcomes from a case of lung, heart and kidney
donation.

Meeting people’s individual needs

• The staff team were dedicated to ensuring that people
could be cared for appropriately regardless of their
individual needs and demonstrated a commitment to
adapting the service that showed passion and
innovation. For instance, a senior nurse had compiled a
learning disability resource folder to help staff
communicate with patients. This included a ‘traffic light’
assessment tool that could be completed so that other
staff would understand what was important to know
about the person. There was also a visual
communication pack that included large, bright images
that staff could use to help them communicate with
people.

• Patients were assessed for their level of delirium by staff
who used the Confusion Assessment Method (CAM) and
the Richmond Agitation Sedation Scale (RASS), which

was repeated every two hours. There was a draft
sedation policy in place that was due to be presented to
the hospital board for ratification. The use of the CAM
and RASS methods was effective and appropriate.

• Staff had taken the initiative to lead on areas to improve
patient experience such as by securing TV sets as part of
a charity donation drive and helping a former patient to
refurbish a secluded, peaceful garden that encouraged
reflection and was accessible to all patients in the unit.

• The overall drive to promote independence amongst
patients included simple but important factors that
made people feel valued and more relaxed. For
instance, patients could have their hair washed and
styled, a homeopathic therapist visited the unit regularly
and patients were encouraged to use the garden. Staff
were able to facilitate this at any time, including where
patients required significant support from equipment.

• There was a quiet room available for relatives and
visitors and relatives were also able to stay overnight in
a well-appointed bedroom with en-suite shower
facilities.

• Patients had access to freely available and up to date
information in the waiting area and on request from
staff. Printed information was available to explain to
relatives and patients what they could expect in the
unit, how to make a complaint and the visiting hours
policy. The waiting area also had a large, easy to
understand staff plan that included photographs so
people would recognise staff and their role. The display
included details of who was in charge of each shift and a
whiteboard near the ITU entrance that displayed the
numbers of nurses on shift compared with how many
were planned. We found that this degree of
transparency in communication with people was
reflected both in the information available to people on
displays and in leaflets and in the way staff interacted
with them.

Access and flow

• Proposed admissions to the unit were reviewed by a
consultant and CCOT staff could make urgent referrals.
The CCOT consultant was able to provide rapid
assessments during working hours and outside of these
the on-call consultant and anaesthetist would provide
this.
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• There had been 347 delayed discharges of four hours or
above in the period April 2014 to March 2015, or 54% of
the 644 patients treated. This was in line with similar
units nationally.

• Non-clinical transfers out of the unit had increased from
quarter four 2014/15 to quarter one 2015/16 and there
had been no occurrences since April 2015. Staff told us
that the numbers had increased previously due to high
occupancy rates and that the escalation policy enabled
them to safely assess patients prior to and during a
transfer.

• Out of hours discharges, or discharges occurring during
the hours of 10pm and 5am, were below the national
average from April to June 2015. Doctors in the unit had
conducted an audit on out of hours transfers in early
2015 and had disseminated their findings to the rest of
the unit as learning to reduce occurrences.

• The theatres recovery unit was equipped to provide
space for CCU patients as part of an escalation plan if
the main unit was full. The consultant used an
established escalation protocol if the recovery beds
were needed and this would only be implemented if
safe levels of staffing could be achieved. If the recovery
spaces were used, CCU nurses would accompany
patients and would use a mobile PC to ensure that
patient monitoring systems were the same as in the
main unit. A portable ventilator was available for use
and one of the escalation bed spaces had an
anaesthetic machine. This meant that staff had access
to the same equipment as they were used to in the main
unit. If a level three patient was in the recovery area, one
of the CCU nurses deployed would always hold a
post-registration award in critical care.

• We spoke with a doctor in the recovery unit about the
impact this would have on the department. They told us
that the impact was minimal if both CCU spaces were in
use, other than a minor limitation of space on one of the
other beds.

• Senior nurses told us that the summer 2015 period had
been exceptionally busy and that staff had worked
continuously under intense conditions without a break
in the flow of patients. From February 2015 to May 2015,
occupancy of the unit had been above 85%, which is the

maximum figure set by national occupancy guidelines.
The unit had also seen an increase in the acuity of
patients, which had resulted in more frequent use of
agency nurses and a new nurse recruitment drive.

Learning from complaints and concerns

• The matron had an enthusiastic approach to learning
from complaints and this was reflected in the
discussions we had with staff. Formal complaints on the
unit were rare and staff were confident in speaking with
relatives who had minor concerns or issues. When a
complaint was received, members of staff involved were
consulted in the first instance and the details were
discussed through monthly team meetings and monthly
directorate meetings. We reviewed the minutes for such
meetings for the six months leading to our inspection
and saw that they enabled staff to learn from each other
and to share best practice.

• We saw that were a complaint had been made, the
investigation and response processes were robust and
in the best interests of the complainant. For instance, a
complaint that had been received from a relative who
had been asked to leave the unit while treatment was
administered had led to a meeting between the
consultant, matron and a patient relations
representative. Learning had taken place from this
meeting and we saw that when people were asked to
leave the unit, a more detailed explanation was offered
and that staff had a greater awareness of the needs of
visitors. The meeting was recorded onto a CD for the
relative so that they could be confident of the process
that had been used to address their complaint.

• Following feedback from visitors, staff wore different
coloured uniforms that indicated their grade and
seniority, to help people identify them more readily. A
noticeboard at the unit entrance displayed the uniform
colour associated with each grade.

Are critical care services well-led?

Outstanding –

We rated the CCU at Wexham Park Hospital 'Outstanding'
for 'Well-led' because:
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There was a clear and credible vision and strategy that staff
talked about confidently and with examples of how this
applied to their work. The leadership and culture within the
service had resulted in high rates of staff retention and
professional development, with a continuous programme
to ensure that staff at all levels were involved.

There was a well-respected, coherent and highly visible
leadership team in the unit. Staff told us this was effective
and conducive to a positive working environment. Nursing
staff said that the medical team and senior governance
team were approachable, responsive and collaborative in
how they communicated and considered changes to
working practices. We found a focus on development and
improvement at all levels of the service, led by enthusiastic
practice development nurses and a matron who was held
in high regard by all of the staff we talked with.

Significant focus was placed on the sustainability of the
service and on securing staff retention. There were low staff
turnover and sickness levels, indicating a stable team. We
found numerous examples of outstanding practice with
regards to supporting nurses’ development, including a
management development programme and evidence of
positive encouragement for nurses to lead on projects such
as writing new policies and developing local audit tools.

We found high levels of staff satisfaction across all roles
and all staff told us how proud they were to be part of the
unit team and that they felt strongly that there was never
any intimidation, harassment or bullying.

The critical care service demonstrated a number of
exemplary and innovative features to support its
objectives:

A critical care delivery group managed pilot projects and
business plans to expand and sustain the service, and staff
told us that they were consistently listened to and
encouraged to submit ideas and feedback.

Nurses could contribute to the running of the service and
had ample opportunity to develop themselves
professionally under performance management
arrangements that were proactive and systematic.

As part of the unit's focus on improving patient outcomes
through safe, innovative research, staff had the opportunity
to work in collaborative teams and received robust support
from senior staff for this.

Challenge was readily accepted by the senior team, who
demonstrated a robust approach to investigating problems
and complaints and readily included staff and patients in
such investigations.

Vision and strategy for this service

• The hospital had recently been acquired by Frimley Park
Hospital NHS FT. Staff told us that this had had
improved their understanding of the strategic direction
of the department and felt that the trust’s values were
relevant to them. One senior nurse said they were happy
that senior staff, “haven’t tried to force change that isn’t
needed. They’re focused on retaining the staff we
already have and recruiting high quality new people
who will want to stay with us.” Senior staff on the unit
had discussed how the trust's vision could be applied to
their work in the unit whilst still contributing to the
hospital as a whole. Staff told us they felt that the overall
focus very much applied to them and they were able to
adapt this to the needs of their patients as well as their
professional development.

• Managers were preparing a business case to convert
one of the medical wards into a medical acute
dependency unit, which would reduce pressure on the
CCU and improve access and flow. A business case was
being prepared by the critical care delivery group for the
increase of capacity and improvement and flow. This
was indicative of the broad focus on service
development and improvement we found in all of our
discussions with staff.

• The associate director of the unit and the matron
discussed future plans for the department that centred
on increasing capacity by converting large storage
rooms at the end of the CCU into more bed spaces. This
formed part of the unit's own strategy that staff told us
they felt a part of, including being given the opportunity
to discuss future expansion plans during meetings.

• Staff told us that the vision and strategy for the unit was
driven by a strong and growing research profile as well
as by the successful focus on person-centred care
beyond immediate medical treatment needs. The
innovation demonstrated by nurses in facilitating
patient requests such as visits home, improved access
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to the garden and the provision of complementary
therapies were part of a sustained and enthusiastic
programme of individualisation for the unit's portfolio of
care delivery.

Governance, risk management and quality
measurement

• The CCU was overseen by the associate director of
theatres and the chief of service, who had worked for
the Frimley Park Hospital.The Chief of Service and
associate director were responsible for critical care,
anaesthetics and theatres. The unit's head of nursing
also had responsibility for surgery and the operation of
the unit was led by a dedicated matron and a
consultant intensivist.

• We spoke with the senior leadership team responsible
for the CCU, including the chief of service and lead
consultant. They told us that their main concerns about
the continuity of service were related to capacity,
medical staffing and the CCOT service. In all cases,
mitigating policies and practices were in place to reduce
the risk to the service and its patients. These included
the use of an escalation plan for capacity problems,
responsive bed management strategies and the ability
to redeploy staff based on skill mix and competencies.
Staff also had long-term plans to address the issues,
such as a business case for converting storage space
into a clinical environment, a new recruitment process
and a new medical decisions unit.

• Senior staff held monthly directorate meetings with
clinicians and senior nurses to discuss risks and
governance issues in the department. We looked at a
sample of minutes for recent meetings and saw that
discussions were focused on identifying good practice
and establishing this as a benchmark for staff. We saw
that the input of staff was acknowledged and used to
discuss improvement action plans, with the
contributing staff member involved in the process. The
chief of service also met with the chief executive officer
regularly to discuss strategies for governance issues.

• Senior staff maintained a risk register for the unit that
identified risks in all areas of the service, including in
areas such as facilities, staffing and access to MDT
services. Risks were assessed according to the potential
impact on patients and the service and actions were
allocated to a responsible individual. We saw that the

risk register was updated regularly with tasks evidenced,
such as the employment of a dietician to the unit to
address previous risks associated with relying on
dieticians off-site. The key risks identified by the senior
team related to a need for more band five nurses and an
increase in capacity to reduce out of hours and delayed
discharges. Each risk had an accountable owner and we
saw evidence of regular progress updates to them, such
as an improvement in staff retention through more
robust induction processes, a business plan to expand
the capacity of the unit and an escalation plan to reduce
the number of non-clinical transfers by utilising bed
space in theatre recovery.

Leadership of service

• The senior team in the unit were acutely aware of the
need to support and nurture their nursing team. Staff we
spoke with told us, without prompting, how proud they
were to work in the unit and how happy they felt with
the level of management support. We were told that this
was a holistic approach and not just when they were on
clinical shifts. For instance, one senior nurse had been
supported to take up a research lead post and nurses
taking a management development programme were
offered a new job title of senior staff nurse. This
contributed significantly to their feeling of
accomplishment and successful development and
helped to encourage retention on the unit.

• Lines of accountability and responsibility in the unit
were coherent and staff were clear of their roles and
how to escalate problems. A critical care delivery group
had been created to drive forward improvements in
capacity, access and flow in the department and was a
point of pride amongst the staff we spoke with. A senior
nurse told us that it “felt good” to work in a department
that not only demonstrated high levels of positive
patient outcomes every day but that had tangible,
achievable plans for the future.

• Junior doctors told us that they felt the unit functioned
well and that the consultants took ownership and gave
clear directions to them. One junior doctor said, “I’m
really happy to be here. There is no bullying, no
belittling and the consultants are really accessible.”

• Nurses told us that they thought the strict standards put
in place by the senior team helped them to perform well
and ensure that areas such as infection control were
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tightly monitored. One nurse said, “The matron and
senior nurses here are natural-born leaders. We’re on
first-name terms with the doctors; this is an incredibly
impressive team to be part of.”

Culture within the service

• Senior nurses in the unit told us that the directorate’s
leadership team were very much a part of the
department and that they felt the director of nursing,
the head of nursing and the associate director were all
approachable and responsive to communication.

• Staff nurses told us that the culture in the department
was one of coherence, stability and mutual support.
One nurse said, “We are kind of overloaded with
learning opportunities, there are so many programmes
on offer it can be difficult to choose. We have a very
close, helpful team that wants to share their learning
with each other. We’re encouraged to contribute to new
policies and procedures and one of us recently
implemented a new blood collections protocol. We’re
very much encouraged to take part in every aspect of
the unit.”

Public and staff engagement

• From speaking with staff, reviewing the minutes of
meetings and from our observations, we found that staff
at all levels were able to provide feedback and input
into the running of the service. All of the staff we spoke
with told us they felt listened to and could tell us who
they would approve with different ideas for the service
or when they had concerns.

• The unit’s research profile was particularly strong and
staff were encouraged to participate in this when a
project was of professional interest to them.

• Relatives and a patient we spoke with told us that they
felt involved in care and treatment decisions and that
the level of information given to them was appropriate
and very clear. Patients who attended the ITU follow up
clinic provided feedback on their experiences in the
unit, identifying staff care and discharge procedures as
particularly memorable.

Innovation, improvement and sustainability

• The matron, PDNs and senior staff nurses had an
exceptional approach to sustaining their nursing team
through a programme of continuous, challenging
clinical development. For instance, nurses who had
successfully completed a post-registration CCU course
were encouraged to undertake a six-month secondment
involving management practice to enable them to
progress to the next band. Six band five nurses
completed this in the three years to our inspection and
all of them were still in post. This was cited as good
practice in staff retention and has been shared across
the critical care network with other ITUs. PDNs also
offered secondments to post-qualification nurses into a
CCOT role. This process was further supported by a
policy of recruiting externally only into nursing bands of
five and below. Nurses at bands higher than this were
recruited through internal promotion, which resulted in
the unit being led by a very experienced, cohesive team.

• The matron had established a system of exit interviews
with human resources to track the reasons staff who left
cited as contributing to this. The results from this
exercise had been used to improve working conditions
and benefits for staff and had resulted in improved
retention. The contribution of HCAs was recognised and
valued on the unit and pre-registration nurses were able
to take the Bedside Emergency Assessment Course for
Hospital Support Workers (BEACH) and level four
apprenticeships.

• Student nurses from the University of West London were
offered placements on the unit, led by a senior nurse.
We saw that investment had been made in looking after
student nurses as a strategy to encourage their future
interest in working there. Special study days had been
delivered by senior nurses to students and we saw from
evaluation forms that students were unreservedly
positive about their experience. The student nurse
programme included a focus on confidence-building
that helped students to learn without fear of
intimidation.
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Safe Good –––

Effective Good –––

Caring Good –––

Responsive Good –––

Well-led Good –––

Overall Good –––

Information about the service
Wexham Park Hospital maternity services include a
maternal foetal assessment unit (MFAU), an early
pregnancy unit, an antenatal clinic, and a triage
department that has three cubicles and one consulting
room. The antenatal ward has three-four bed bays and two
single rooms. Each bay has its own toilet and shower, and
there is a bathroom and toilet suitable for wheelchair users.

The labour ward includes 10 dedicated rooms and a
birthing pool. There is a quiet room where women can relax
in a comfortable chair and surroundings when in early
labour. There is a dedicated theatre next to the labour ward
for emergency caesarean sections; elective caesarean
sections are carried out in the main hospital theatre. From
April 2014 to March 2015 there were 4,323 births. There is a
midwife-led birthing suite with five rooms including two
birthing pools and one postnatal room. Approximately 74
births a month take place in the birthing suite. The
postnatal ward has a total of 25 beds; five bays of four or
five beds and three side rooms. An extra three-bed
dedicated amenity service is available.

The 22-bed gynaecology ward includes three six- bed bays,
four side rooms and an additional assessment unit where
women can sit in comfortable chairs. The hospital is
registered for termination of pregnancy services.

During the inspection, we spoke with 53 staff. They
included senior managers, consultants, doctors,
supervisors, midwives, community midwives, nurses and
support workers. We spoke with 16 maternity and five

gynaecology patients and their family members. We
observed care and treatment and looked at 14 care records
for maternity and gynaecology patients to track women’s
journeys from admission to discharge.
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Summary of findings
Overall we rated maternity and gynaecology services at
Wexham Park Hospital as 'Good'. This was because:

At our last inspection carried out in February 2014 we
found the maternity and gynaecology services to be
inadequate. This was because of failure to report
incidents and reliance on bank and agency staff to
maintain the services. Governance arrangements were
poor with inadequate systems for monitoring staff
performance and dealing with an inappropriate staff
culture. We evidenced that the majority of issues
identified in the previous report had been identified and
addressed.

Patients were protected from the risk of avoidable harm
and, when concerns were identified staff had the
knowledge and skills to take appropriate action.
Incidents were recorded, investigated and, where
necessary, actions were taken to prevent recurrences.
Medical, midwifery and nursing staff provided safe care;
staffing levels were in line with national averages and
were regularly reviewed.

Staff delivered evidence-based care and treatment and
followed NHS England and the National Institute for
Health and Care Excellence (NICE) national guidelines.
There was multidisciplinary working that promoted
integral care. The audit programme monitored whether
staff followed guidelines and good practice standards.
The previously high caesarean section rate was now in
line with the national average. Staff were caring and
thoughtful, and treated women with respect. Patients’
confidentiality and privacy were protected. All the
patients and relatives we spoke with gave positive
feedback about their care and how staff treated them.
Women and their partners felt involved with their care
and appropriate explanations were given to them.

Policies and procedures were available on the hospital’s
intranet for all staff to access. Appropriate arrangements
were in place for patients who could not make informed
decisions about their care. Systems were in place to
support patients who had a learning disability.

Complaints were dealt with effectively and
improvements made where necessary. There had been
a decrease in the number of complaints made since the
previous inspection.

There were established local governance arrangements
and risk management identified risks to patients and
service delivery through the risk reporting process. This
is a process for dealing with risks, actions taken to
minimise them and recognising those that required
reporting to NHS England. Staff demonstrated a strong
desire to develop the services and efforts had been
made to gain the views of patients and the public. The
widespread poor culture found during the previous
inspection had almost gone. Senior managers were
working towards eliminating poor practices. Many
improvements had been made and staff had an open
and motivated attitude that had strengthened the
culture throughout. Senior managers had developed a
plan to sustain the improvements and continue
improving the quality of the services.
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Are maternity and gynaecology services
safe?

Good –––

We rated maternity and gynaecology services at Wexham
Park Hospital ‘Good’ for ‘Safe’ because:

Following the previous inspection, a staffing review was
carried out across all grades. Improvements to medical,
midwifery and nursing staffing arrangements ensured there
were enough skilled and knowledgeable staff to meet
patients’ needs and peaks in service demands. Staff
reported and recorded incidents and managers
investigated them. This enabled teams to understand the
causes and to improve the safety of services. The corridors,
departments, wards and clinical areas were visibly clean
and uncluttered.

Processes for safeguarding, assessing and responding to
risk were appropriate and there was a system for the
escalation of concerns. There was a dedicated
safeguarding team. Staff had attended mandatory training
in addition to other safety-related development
opportunities. Technical equipment was readily available.
Medicines were stored, managed and administered in line
with the NHS Regulations and The Medicines Act 1968
guidelines.

Incidents

• Clinical staff were aware of the reporting process for
incidents, near misses and never events. A never event is
a situation that arises when safety measures are not
followed correctly.

• There had been no reported never events during the
past year. (Never events are serious, largely preventable
patient safety incidents that should not occur if the
available preventative measures are
implemented). There were 18 serious incidents
requiring investigation. Four of these related to
unexpected admissions to the neonatal unit.

• We spoke with staff of all grades in the maternity and
gynaecology departments; they were familiar with
reporting practices.

• There was a system in place to report adverse events,
accidents or near misses. The electronic system used
was known as Datix and all staff we spoke with said they
had access to this.

• The reporting system showed that themes were
identified and discussed at regular multidisciplinary
meetings. Minutes from the obstetrics incident review
group meeting held on 10 September 2015 told us that
all incidents were discussed and rated by degree of
severity. In-depth investigations were carried out for
serious incidents. If immediate concerns were identified
about a member of staff, they were followed through by
their line manager. The concerns were also escalated to
the assigned supervisor of midwives to monitor the
individual midwife’s clinical knowledge and
performance.

• All staff received feedback about outcomes from serious
incidents and the resulting actions that needed to be
taken. This enabled them to learn from serious incidents
and helped in preventing the same thing from
happening again. Staff of all grades told us they received
an email about the results; these were also available on
the intranet and published in quarterly newsletters.
Outcomes of serious incidents were also posted on a
notice board in the staff room of the labour ward.

• Senior staff held regular meetings to identify where
trends had occurred and to put systems in place to
prevent similar occurrences. They also monitored
whether the required actions had been addressed.

• The minutes of monthly Governance meetings informed
us that the actions taken and lessons learnt were of an
appropriate standard to prevent recurrences.

• Quarterly safety meetings were held to review incidents
and ensure safe measures were in place.

Safety thermometer

• The maternity safety thermometer was launched by the
Royal College of Obstetricians and Gynaecology (RCOG)
in October 2014. This is a system of reporting on
harm-free care that covers a range of areas including
admissions to neonatal units.

• Each clinical area in maternity and gynaecology
collected information as part of its safety monitoring.
This included incidents relating to perineal and
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abdominal trauma (complications following surgery),
post-partum haemorrhage (excessive blood loss
following delivery), infections, pressure sores acquired
in hospital and falls.

• The service took part in the national maternity
dashboard, which measured outcomes. The dashboard
data was regularly compared with safety-related targets.
The indicators used included the percentage of
caesarean sections and other assisted deliveries (where
forceps or a suction cup (ventouse) were used to assist
delivery of the baby’s head). They also included clinical
outcomes – the results of patient’s care.

• ‘Harm free’ care is defined as the absence of pressure
ulcers, falls, catheter associated urinary tract infections
and venous thrombosis. The monthly results were
discussed during monthly governance meetings. For
July 2015 the performance for the gynaecology ward
was 98.1%; this compared with the national target of
95%.

Cleanliness, infection control and hygiene

• The environment where women received care was
visibly clean and tidy. We saw daily and weekly cleaning
schedules for staff to follow.

• Clinical staff followed their own cleaning routine. For
example, cleaning of medical equipment to ensure it
was appropriate for use. A large range of ‘once only’
equipment was used and disposed of after use.

• We observed cleaning staff had the recommended
colour coded cleaning equipment for use in different
areas. This minimised the risks of cross contamination
that could lead to patients picking up infections.

• Monthly audits of each clinical area were recorded. The
results were added electronically to the central audit.
Identified improvements were allocated to appropriate
staff who were given timescales to complete them.

• The audit for the gynaecology ward for June 2015 gave a
result of 90% for staff hand hygiene and 93% for general
hygiene. The target was a minimum of 80%
achievement. From April to June 2015 most maternity
areas had scored 100% for hand hygiene. For example,
ante natal clinic and the foetal assessment unit.

• We spoke with a senior sister who told us they regularly
carried out spot checks and if they found an area that
required attention they brought it to the attention of
relevant cleaning staff.

• People who used the services said they were satisfied
with the standards of hygiene.

• There were plenty of sinks available where people could
clean their hands. Hand hygiene gel dispensers were
prominently displayed in all non-clinical and clinical
areas to encourage staff, patients and visitors. Staff were
observed to follow good practice regarding uniform and
dress code. They complied with the criteria of being
bare below the elbows and wearing only permitted
jewellery.

• Handling of clinical specimens and clinical waste
procedures including segregation, storage, labelling and
transferring were appropriate in preventing cross
contamination.

• Personal protective equipment (PPE) such as gloves and
aprons were readily available in each clinical room to
promote hygiene. Staff we spoke with told us there were
always adequate supplies.

• All staff including cleaners were expected to attend
infection control and prevention training when they
commenced employment.

• Staff had access to infection control policies and
procedures. Staff we spoke with told us they were
accessible on the hospital intranet.

Environment and equipment

• Emergency clinical equipment such as resuscitation,
oxygen and suction equipment was stored
appropriately so that it was available for use at short
notice. It was checked each day to ensure it was in
working order. We saw recordings to confirm this.

• Cardiotocography (CTG) electronic equipment was used
to monitor the foetal heartbeat and uterine contractions
during labour. The midwivestold us there were enough
CTG machines available to cope with demand and were
regularly checked to ensure they remained in working
order.
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• The areas where women received their care were noted
to be suitably laid out and afforded privacy for times
when discussions were held in supporting them with
their care needs.

• We spoke with staff from various departments within the
maternity and gynaecology services. They told us they
had adequate supplies of medical equipment.
Equipment had been serviced and calibrated to ensure
it remained fit for use. Staff told us that repairs of
medical equipment were treated as a priority.

• Senior managers were conducting an on-going review of
medical equipment replacement. We saw a midwife
with a brand new piece of medical equipment.

• Portable appliance testing (PAT) had been periodically
carried out for all movable electrical equipment such as
kitchen equipment.

• Emergency equipment for pregnancy related
complications was accessible to enable staff to provide
immediate care. This included pre-eclampsia (a
disorder of pregnancy characterised by high blood
pressure and large amounts of protein in the urine) and
postpartum haemorrhage kits.

• Resuscitaires, used to support new born babies who
may need extra warmth or resuscitation after delivery,
were available in the labour ward and other clinical
areas. These were checked daily and records made to
support this.

• An electronic tagging system was in use for babies to
ensure they did not leave the hospital before discharge.

• The labour ward and wards had restricted access.
Access was by a coded lock or buzzers to request access
by staff to protect patients’ privacy.

• Maternity wards visited were very tired and in need of
investment with some maintenance issues i.e. damaged
floors, walls and seals with some bad smells. The wards
were clean but generally in poor condition.

• The emergency equipment on the gynaecology ward
was appropriately stored and checked regularly. The
ward was clean and tidy but spacing between beds in
the main areas was limited and restrictive for staff when
providing patient care.

• Both male and female public toilets sited on the
corridor were both in poor condition having damaged
floor and wall coverings and the décor is also poor. Foul
smells emanate from behind the damaged fabric of the
toilet.

• Several hot water temperatures were in excess of the
maximum allowed 42 degrees centigrade (temperature
were recorded between 56 degrees C & 59 degrees
centigrade) a potential “scalding temperature” these
water outlet temperatures should be regulated as a
safety precaution.

• All maternity ward sisters interviewed were asked about
the service received by estates. They all said the service
was good but sometimes slow.

Medicines

• We reviewed the systems for managing medicines and
processes for ordering, storage, administration and
recordings. Deliveries were made twice each weekday
from the pharmacy department. Pharmacy staff
regularly visited the clinical departments and wards to
check that stocks were adequate. Staff could also
request extra supplies.

• Staff in the ward areas carried out daily temperature
checks of the medicine fridges and these were recorded.
This ensured that medicines were stored at an
appropriate temperature to maintain their stability.

• There was access to emergency medicines, such as
those used for allergic reactions and for treating low
blood sugars to prevent further complications.

• Drug errors were said by staff to be reported via the
incident reporting system and were reviewed under the
normal incident process. We saw minutes of an incident
meeting that confirmed this.

• Controlled drugs were stored correctly within a wall
mounted locked cupboard and staff regularly checked
the numbers of each drug against the recordings. These
checks were recorded and signed by two staff.

• A supply of paper prescription pads were stored in the
labour ward. They were kept in a locked cupboard.
Recordings were kept of the numbers stored and when a
prescription was issued.
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• Midwifery and gynaecology staff recorded errors in
medicines management and administration and these
were analysed for trends.

Records

• We reviewed 14 sets of care records in various areas of
the maternity and gynaecology services. These had
been completed with relevant current and previous
clinical information. There was detailed information
where explanations had been given when patients
requested a different treatment to that proposed by
medical staff. All recordings had been dated and signed.

• There were some standard clinical recording tools such
as, a request for induction of labour, labour pathway,
World Health Organisation (WHO) checklist (a nationally
recognised tool to reduce errors occurring in theatres)
and theatre records. Regular audits of the WHO
checklists were carried out and the latest audit result
was 96.7% achievement.

• Recordings had been made of medicines administered
and any post-delivery interventions required.

• Women carried their own pregnancy records, which
were brought into the hospital and these were
supported by hospital-held information to ensure staff
had a full history.

• Detailed recordings were made regarding the
assessments of babies shortly after birth and further
notes had been made during the length of the hospital
stay.

• On discharge, women were given written information
and relevant contact details in case they needed extra
support.

• As part of monitoring staff practices, supervisors carried
out regular audits on the content and standard of
recordings made by midwives. Where poor practice was
identified, processes were put in place to rectify it.

Safeguarding

• There was a designated safeguarding lead and a
safeguarding team who dealt specifically with patients
assessed as being at risk of harm and protected babies
before and after birth. The safeguarding team provided
additional support for women during their pregnancy
and hospital stay.

• Community midwives assessed the vulnerability of
women during the antenatal and postnatal periods.
Safeguard alerts and areas of concern were recorded on
the maternity system. Members of the safeguarding
team were available to provide advice and to take
appropriate action within the community and the
hospital.

• Staff were aware of the female genital mutilation (FGM)
guidance. We observed how staff cared for and treated a
woman during their stay in the labour ward. We noted
that all attempts had been made for the provision of
sensitive care that met the patient’s personal as well as
health needs.

• All clinical staff had attended safeguarding training that
was relevant to their role. Refresher training was part of
the mandatory annual workshop. Staff were also
encouraged to access e learning courses. The training
data confirmed that all clinical staff had attended the
workshops.

Mandatory training

• A tailored induction course was attended by all newly
appointed staff. The course included mandatory
training courses such as, perineal suturing, risk
management, breech presentation and maternity
theatre skills. The induction included dealing with
emergencies such as, shoulder dystocia and cord
prolapse.

• All medical and midwifery staff attended annual
refresher training. For support workers it included
bladder and catheter care, post-operative care,
observations, record keeping and accountability.
Medical staff and midwives attended a two-day
workshop that included safeguarding, diabetes in
pregnancy, mentorship and dealing with emergencies.

• Qualified bank staff were expected to keep up-to-date
with their training needs. We were told they attended
the annual mandatory workshop. We met with one of
the five practice development midwives who told us
that if bank staff failed to attend training courses they
were not rostered to work until they did.

• Data informed us that 96.9% of staff were up to date
with their training. Exceptions included recently
recruited staff and those on long term absence.
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• A practice development midwife was rostered to work
weekends each week to provide leadership and
support. Their roles were split into 50% clinical work
and 50% administration and teaching workshops.

• Trainee doctors told us they were given a good amount
of training, engagement and opportunities to learn from
various cases.

Assessing and responding to patient risk

• Women were assessed in the triage unit. If it was closed
the phone was automatically transferred to the labour
ward. Staff were skilled in recognising women who were
at risk, such as, those whose rhesus negative blood type
was a threat to the baby. These women had received
immunoglobulin to improve outcomes for the baby.

• We saw clear recordings that identified the safest
method of delivery for each woman. The recordings told
us that the rationale for the method of delivery had
been discussed with each woman and their agreement
recorded. We saw recordings where due to a change in
the health of women and safety of the baby the method
of delivery had been changed, sometimes at short
notice. The women we spoke with told us they had been
kept well informed during their pregnancy and labour.
Other women explained to us why they required an
elective caesarean section.

• Staff said they had been trained in the modified early
obstetric warning score (MEOWS) to recognise women
who were becoming unwell. We saw staff used the
system correctly.

• Babies were monitored before birth using
cardiotocography (CTG) when necessary. CTGs monitor
the baby’s heartbeat and the strength and frequency of
contractions during the first stage of labour.

• Regular meetings were held with all clinical staff and
junior doctors invited to attend. During these meetings,
in-depth analysis of a number of CTG results took place,
the resultant actions reviewed and improvements
identified for future occasions. Discussions were held to
determine if the actions taken were appropriate or
whether other actions would have been more effective.

• The service used neonatal early warning systems to
record observations to enable staff to respond when
there were signs of deterioration.

• Women who had a general anaesthetic for a caesarean
section remained in theatre until they were fit for
discharge from the recovery area. Upon return to the
ward they were cared for and their health monitored by
staff who had been trained for this purpose. Care notes
included recordings confirming that appropriate
monitoring had taken place for each woman.

• We observed good multidisciplinary working between
the neonatal and obstetric staff with the theatre team.
Staff followed the world health organisation (WHO)
surgical safety checklist pathway to reduce the number
of surgical errors and promote patient safety.

• There was an early detection of deteriorating (EDOD)
patient system used within the gynaecology service for
identifying when a patient required assistance.

• The care records we looked at in the maternity and
gynaecology units all included fully completed risk
assessments about any areas where concerns had been
identified women’s health.

Midwifery staffing

• The ratio recommended by ‘Safer Childbirth: Minimum
Standards for the Organisation and Delivery of Care in
Labour’ (Royal College of Midwives 2007), based on the
expected national birth rate, is one whole time
equivalent (WTE) midwife to 28 births. This is a system
for ensuring sufficient staff availability to provide safe
care. Data from the hospital dashboard informed us that
the maternity service had a ratio of one WTE midwife to
30 births.

• When women were in established labour they received
one to one care until delivery of their baby.

• Bank staff and permanent staff from other departments
were available to assist during busy times and to cover
during staff absences. When staff from the birthing unit
did not have women to care for they also provided help
in the labour ward.

• The Head of Midwifery (HoM) and their deputy told us
they worked in the clinical areas during peak periods.
This influenced the ratio of midwives to the number of
births.

• Staff told us that women received one to one care when
they were in established labour. From observations
during the inspection we confirmed this.
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• Recruitment and retention rates had improved since the
previous inspection in February 2014. Senior managers
had carried out a staffing review to ensure the staffing
levels matched the needs of patients. As at June 2015,
there were 5.96 WTE midwife vacancies and the use of
agency staff had ceased in April 2014.

• A registered general nurse was employed to provide
care and monitor the health of women when they
returned from theatre following a caesarean section. We
spoke with the nurse who told us how they supported
women. They were not involved with obstetric care as
this was provided by midwives. Health Care Assistants
(HCA) and band three support workers were employed
to provide general and limited clinical care and to
support midwives.

• We spoke with a range of staff of various grades in the
maternity and gynaecology service. They felt there were
sufficient staff and during busy periods they all worked
together to ensure patient’s needs were met
appropriately.

• We spoke with the matron of the gynaecology service.
They told us they could usually find enough cover
during sickness absences and that when necessary they
also worked shifts. Bank staff could also be approached.
We observed that a member of permanent staff agreed
to cover a shift.

• When cover could not be found from permanent staff in
the antenatal ward, birthing unit or postnatal ward bank
staff provided cover.

• Monthly retrospective statistics were recorded for
midwifery and gynaecology staffing and the results
compared with the agreed skill mix. The report for June
2015 stated that a 96.8% appropriate skill mix had been
achieved.

Medical staffing

• The medical staff skill mix was consultants 33%
compared with 35% national average. Middle grade
doctors (at least three years’ experience at senior house
officer level or a higher grade with their chosen
speciality) were 17% compared with an 8% national
average. There were 45% registrars employed compared

with 50% national average. Junior doctors made up 5%
of the workforce compared with 7% national average.
Overall, the numbers of medical staff matched the
national average.

• Minutes of the hospital Quality Committee meeting
dated September 2015 informed us that from May to
August this year inclusive there was 98 hours of
consultant presence in the labour ward per week. This
was in line with the guidance of the Royal College of
Obstetricians and Gynaecologists (RCOG). Consultants
were present on the maternity unit during daytime
hours each day and were on call from their home at
night.

• During our inspection, we observed that senior, middle
grade and junior specialist medical staff were on duty
on the maternity unit from 8am until 10pm seven days a
week. As well as a consultant there were two specialist
doctors and junior doctors allocated to cover the labour
ward and the gynaecology ward. A junior doctor worked
until 5pm on the antenatal and postnatal wards with
another in the triage unit. Staff told us that senior
medical staff always responded when their presence
was requested. A range of doctors remained on call
within the hospital to enable them to respond promptly
when needed.

• Midwives, nurses and junior doctors we spoke with told
us that senior medical staff responded when their
presence was requested.

• There was dedicated anaesthetic consultant cover for
the elective caesarean section list and another for
labour ward.

Major incident awareness and training

• Staff were aware of the RCOG guidelines, which included
the potential closure of the maternity unit, with
contingency planning to ensure that any decision to
close the unit was appropriate. The unit had been
closed on two occasions in the past year.

• There were other policies available to staff on the
hospital intranet for dealing with major incidents such
as, abduction.

Are maternity and gynaecology services
effective?
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Good –––

We rated maternity and gynaecology services at Wexham
Park Hospital ‘Good’ for ‘Effective’ because:

Women’s care and treatment was planned and delivered in
line with current evidence-based guidance, standards and
legislation. A range of audits were carried out
concerning care and treatment to identify where
improvements could be made to staff practices. For
example, the high rate of caesarean sections found at the
previous inspection in February 2014 of 35.8% had been
reduced to 25.6% by July and was 22.7% for August 2015.
This compared with 25.5% national average. This was
achieved by changes in clinical practice.

Staff were appropriately qualified to carry out their roles.
There were opportunities for professional development of
staff. Trainee doctors told us they were well supported and
received good training. There was an effective supervision
and appraisal system for staff. There was a
multidisciplinary approach to care and treatment. Staff
understood the requirements of the Mental Capacity Act
2005 (MCA) and the requirement to obtain consent.

Evidence based care and treatment

• Guidelines and policies were based on guidance issued
by professional and expert bodies such as, the National
Institute for Health and care Excellence (NICE) and the
Royal College of Obstetricians and Gynaecology (RCOG)
safer childbirth guidelines.

• The hospital was following RCOG guidelines on
antenatal tests for low-risk women.

• Midwives who worked in the midwife-led birthing unit
followed NICE and the Royal College of Midwives
guidelines.

• The care of women who planned for or needed a
caesarean section was seen to be managed in
accordance with NICE Quality Standard 32. This
included evidence in records reviewed and from
discussions with medical staff.

• There was evidence to indicate that NICE Quality
Standard 37 guidance was being adhered to in respect
of postnatal care. This included the care and support
that every woman, their baby and their partner should
expect to receive during the postnatal period.

• There were policies and guidelines available on the
hospital intranet. The Head of Midwifery (HoM) told us
all policies and procedures were being reviewed jointly
with the sister hospital to draw upon the best aspects
and to ensure consistent working practices.

• There was an audit programme in place in the maternity
and gynaecology services, which was informed by
national guidance, patterns of incidents and clinical
data outcomes. For example, postnatal re-admissions,
operative vaginal deliveries and third/fourth degree
tears were being audited. Regular audit committee
meetings were held to review data and implement
changes.

• Gynaecology audits were routinely carried out regarding
Rapid Access Referrals (RAR) (two week appointments
for suspected cancer). The RAR result for May 2015 was
95% and 100% of diagnosed patients had their
treatment commenced within 31 days.

• Monthly multidisciplinary staff cardiotocography (CGT)
meetings formed part of audits and evidence based
care.

• The results of audits were shared with all staff within the
services through the regular newsletter, audit
presentations and mandatory training and learning
boards. Audits included emergency caesarean sections,
three and four degree tears, obstetric haemorrhage and
postnatal readmissions. These were reviewed and
where possible changes made in staff practices.

• The results of the gynaecology data were monitored
through clinical governance such as colposcopy and
oncology services.

• We spoke with a Supervisor of Midwives (SoM) who told
us the current ratio of midwives to SoMs was 13.5
midwifes to each SoM. The national requirement is 15
midwives to one SoM. As well as annual audits of
midwives records. The previous years’ audit involved the
standards of recordings made regarding resuscitation.
We were told that where concerns were identified that
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SOMs participate in investigations about midwives
practices. Although SoMs did not work weekends there
was always one on call at all times to provide guidance
and support if requested.

Pain relief

• Pain relief available for maternity patients included
Entonox (gas inhaled), pethidine and epidural
anaesthesia of which there was an uptake of 30%.
Patients and staff we spoke with told us there was
approximately a daily 30-minute waiting time for
anaesthetist availability to set up and administer the
anaesthetic. Anaesthetists followed the local protocol
when they explained to women the likely pain relief they
may need following a caesarean section.

• Women were able to access pain relief as required and
in a timely manner. The maternity women we spoke
with all told us they could have analgesics when they
felt they needed them and they did not have to wait for
the next medicine round to take place. Use of the
birthing pool also provided pain relief. One was
available in the labour ward and two in the midwife-led
birthing unit. Women were encouraged to use this
facility.

• We spoke with three patients on the gynaecology ward,
two of which had been in patients for a number of days.
They all told us that staff responded promptly when
they required pain relief. We saw that patients who had
major surgery were given patient controlled analgesia
(PCA) to allow them to control their own pain relief.
Before they were given PCA staff explained to them the
maximum dosages they could self-administer within a
24-hour period and optimum use of PCA.

Nutrition and hydration

• Breast-feeding was encouraged and women supported
in successful achievement. The uptake of breast-feeding
was monitored on a monthly basis and the average
numbers over a six-month period up to September 2015
was 77% at the point of discharge and this was
comparable with the national statistics. Babies who had
postnatal jaundice were given extra fluids in between
feeds to prevent escalation of this short-term condition.

• Patients were assessed for dehydration and where
necessary intravenous fluids were started. For example
in hyperemesis (morning sickness) and those who could
not drink following surgery.

• We asked a range of patients if they were offered
enough fluids. They all confirmed that staff had ensured
they had adequate supplies of water throughout the
day.

• Women on the postnatal ward and gynaecology ward
said they were generally satisfied with the standard of
the meals. We saw that patients were given a wide range
of choices. We spoke with a patient who had been
provided with a culturally appropriate meal. The wards
included a kitchen area where drinks and snacks were
available between meal times.

Patient outcomes

• The hospital had instituted a new maternity dashboard
since April 2015. It reported on clinical outcomes before,
during and after delivery.

• The number of women who had their labour induced
(started artificially) varied between 22.7% and 26.5%
over the previous six months making an average of
25.9%. This was in line with the national average.

• The national caesarean section rate was 25.5% and
improvements had been made so hospital rates were
comparable at 22.7% for August 2015. The dashboard
data for the same month informed that 63.8% of women
had a normal vaginal delivery compared with the
national average of 60.1% and 12.9% were forceps or
ventouse assisted deliveries.

• Also 3.11% of women had a third or fourth degree tear
during delivery; 1.04% had shoulder dystocia and 0.26%
of women had a postpartum (after delivery)
haemorrhage.

• We saw that staff had developed care plans for
maternity and gynaecology patients and in some
instances these were very detailed and tailored to the
individual’s needs and included personal preferences
including method of delivery.

• Patients who needed specialist care such as
physiotherapy were referred by doctors and
arrangements were made for the provision of other
specialist services if necessary.
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• The care plans for patients who had long term
conditions or gestational diabetes were developed
taking into account their health needs.

• There had been four unexpected admissions to the
neonatal unit during the last year and these had been
analysed to identify if there were contributory factors.

Competent staff

• A comprehensive induction programme for newly
appointed staff was tailored to their roles. This included
a range of training courses such as care of intravenous
therapy.

• Student midwives and newly qualified midwives were
supported by a mentor. We were told that this support
lasted as long as the individual staff member needed it.

• Health Care Assistants (HCA) and support workers told
us they had training opportunities offered to them such
as, babies hearing tests before discharge that had been
introduced five months ago. A support worker told us
that a new mandatory training schedule had been
developed for them and that some staff were currently
attending these workshops and there were more who
needed to attend.

• With the exception of recently appointed staff, all
midwives and registered nurses received annual
appraisals. Staff told us these included training needs,
discussion of issues and setting objectives. The hospital
was meeting the 95% target with a 5% non-attendance
rate for sickness absences. Trained staff were
encouraged to take up development opportunities such
as high dependency care.

• Clinical staff regularly held drills to maintain and
improve the skills needed in the event of an emergency.
This might involve dealing with for example, shoulder
dystocia, cord prolapse, breech presentation (unusual
position of the baby or the cord at the point of delivery)
or neonatal resuscitation.

• There was a fully staffed dedicated theatre team for
gynaecology surgical procedures and caesarean
sections.

Multidisciplinary working

• There were team handovers on the labour ward twice a
day during staff changeovers. Medical staff and the
co-ordinating midwife participated in these. We
observed a handover and noted that it was
comprehensive.

• We saw positive interactions between staff in the labour
ward for a patient who needed surgical intervention to
deliver their baby. We noted good communications with
neonatal staff who were to be present for the delivery.
There was a positive relationship between staff on the
postnatal ward and the neonatal unit regarding the
progress of babies who were on the unit and the
likelihood of their transfer to the postnatal ward.

• We listened to a handover on the postnatal ward. A
printed sheet containing women’s details and care
needs was used for this process. We observed positive
interaction between staff so there was a good
understanding of each woman’s and their baby’s needs
for the remainder of the day.

• Hospital staff maintained communications with
community midwives who also came into the hospital
to speak with staff. We were told that staff contacted
health visitors when they needed to pass on
information.

• Staff told us they could access the vulnerable women’s
team known as ‘Crystal’. The team had direct
involvement in the care and welfare of women as soon
as pregnancy was diagnosed and it continued care until
after delivery.

• Other support for women was arranged for them as
required such as an assessment by a dietician or a
tissue viability nurse.

Seven-day services

• Consultants worked seven days a week from 8am until
10pm and they were supported by registrars and junior
doctors. On-site medical cover was provided during
other times. A consultant carried out foetal medicine
ultrasound scans.

• A consultant was on call out of hours to provide support
for junior doctors.

• The triage unit operated between the hours of 8am until
10pm. During other hours women were assessed in the
labour ward.
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• Radiology staff remained on-site until 8pm each
weekday. They were on call during other hours.

• All women with gynaecology concerns could report to
the hospital via the emergency department.

• Weekend cover for the gynaecology ward was provided
and emergency admissions were assessed upon their
arrival.

Access to information

• Midwives told us and we saw from looking at records
that information from community and antenatal clinic
appointments were available to women. Information
was also stored electronically. Women’s medical and
obstetric history was recorded for staff to consider when
there were concerns about pregnancy, labour and
during the postnatal period.

• Staff were able to access guidelines electronically to
assist them in delivering effective care and treatment.

Consent, Mental Capacity Act and Deprivation of
Liberty Safeguards

• We observed patients giving verbal consent before staff
provided care or treatment. Women we spoke with in
the maternity and gynaecology services told us that staff
always asked for permission before providing care.

• We saw that written consent had been obtained prior to
surgical procedures and operations. Records we looked
at included signed consent forms. The five steps of the
World Health Organisation (WHO) checklist had been
followed.

• The hospital had set procedures in place for assessing
patient’s capacity, whether they came into the hospital
as an emergency or a planned admission. Staff we
spoke with talked confidently about mental capacity
assessments within the remit of their role.

• Training on the Mental Capacity Act 2005 (MCA) and
Deprivation of Liberties Safeguards (DoLS) was part of
the hospital’s mandatory training. Mental health
refresher training formed part of the annual mandatory
courses.

• Staff we spoke with demonstrated a clear
understanding of Gillick competencies. (These help
clinicians to identify children aged under 16 years of age
who have the legal capacity to consent to medical
examination and treatment).

Are maternity and gynaecology services
caring?

Good –––

We rated maternity and gynaecology services at Wexham
Park Hospital ‘Good’ for ‘Caring’ because:

Women and their relatives were positive about the care
they had received. Staff were kind and considerate. Women
and their partners felt involved with their care and were
happy with explanations that were given to them. Women’s
privacy and dignity were promoted.

Patients on the gynaecology ward were well informed and
told us they were well looked after by caring and
compassionate staff. Staff spent time with patients to
ensure they understood their health conditions and the
care and treatment they required. Patients we spoke with
told us they knew about the care they were going to receive
and when they were likely to be discharged.

Compassionate care

• Women and their partners were very positive about the
standards of care they had received.

• All women we spoke with told us that they had been
treated with kindness, dignity and respect. They
commented about how friendly staff were, which
improved the general atmosphere on the ward. We saw
good interactions between staff and relatives.

• We observed staff respecting women’s dignity by
knocking and waiting to be invited into the room. Staff
waited outside curtains and asked for permission to
enter.

• We saw staff in various departments and wards
discussing patients’ needs to ensure they received care
and treatment in a way that was appropriate for the
individual.

• The Friends and Family Test (FFT) results were generally
better than average for standards of care. From January
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to July 2015, ratings for antenatal care were 96% to
100%, birth experience was 100% each month,
postnatal care was between 90% and 99%, with
postnatal community midwifery rated between 93% and
100%.

Understanding and involvement of patients and
those close to them

• Women we spoke with during the antenatal period said
they had been given choices about birth and where they
wished to be.

• When women with complex needs attended the
antenatal clinic, the assigned community midwife made
efforts to also attend. This was so they had a clear
understanding of what had been said by the doctor. This
enabled the community midwife to discuss in detail
birth options to ensure that women understood their
care and could make appropriate decisions.

Emotional support

• Birthing partners were encouraged to stay, which
provided extra support to women and facilitated early
bonding for the family unit.

• One midwife had specialist knowledge in bereavement.
During the inspection we were informed that there were
plans to refurbish the bereavement room and 15
members of staff had been trained in the provision of
bereavement support.

• There was a designated bereavement room for parents
to access and maintain their privacy.

• We spoke with three patients on the gynaecological
ward. They said they were happy with the surgical and
nursing care they had received. They told us they had
been involved in the decisions made and staff were
helpful by taking time to explain their health needs.

• A nurse from the gynaecology ward told us they offered
counselling to arrange services to assist women in
coming to terms with their condition and
circumstances.

Are maternity and gynaecology services
responsive?

Good –––

We rated maternity and gynaecology services at Wexham
Park Hospital ‘Good’ for ‘Responsive’ because:

Patient flow through the maternity unit enabled women to
access the service at each stage of their pregnancy. On the
days of our inspection we saw some good examples of how
staff responded to women who had complex needs and
those who needed urgent assistance. The care records we
looked at showed clear pathways for access to appropriate
services. Women who had an elective caesarean section
were given a date to enable them to make preparations.

Gynaecology patients had access to services and
appropriate expertise. There were arrangements to support
people who had restricted mobility. Where possible staff
acted as translators and the services had access to a
telephone translation service. We saw that complaints
processes were understood, dealt with effectively and in a
timely way. The number of complaints received had
gradually decreased since the previous inspection in
February 2014.

Service planning and delivery to meet the needs of
local people

• The hospital offered early pregnancy assessments, the
foetal assessment unit, antenatal clinics, a triage unit,
scanning sessions and gynaecology clinics. We spoke
with staff who carried out the scans. They told us they
were very busy and at times ‘stretched’ by the number
of scans they were expected to carry out.

• Some women in the antenatal clinic experienced a long
wait before they were seen. Senior managers told us
they were aware of this issue and were discussing a way
to tackle the problem. However, women we spoke with
said they were happy with the care they had received.

• There was a dedicated antenatal clinic for women who
had gestational or long-term diabetes to enable their
health needs to be addressed in conjunction with their
pregnancy.

• The hospital employed labour ward co-ordinators who
were partially supernumery to ensure the smooth
running of the labour ward and allocated midwives to
women. They regularly assessed the staffing levels
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against the anticipated workloads and when necessary
allocated more bank midwives to work in the labour
ward. The staffing rotas that we reviewed confirmed that
changes had been made to meet anticipated demand in
keeping women safe.

• Community midwives offered an on call service to
support women who were planning to have a home
birth. Women were given an informed choice about
where to give birth depending on clinical need.

• High-risk women were seen by medical staff within one
hour of their arrival in the labour ward.

Access and flow

• We were told about the positive ease of access to care
including appointments, information and advice. Low
risk women could access the midwife-led birthing unit.

• Community midwives carried out home assessments
and home deliveries.

• The availability of scans out of hours and access to
theatres further enhanced the service. Staff reported
there was 24-hour access for women who were bleeding
during their pregnancy.

• The maternity unit had been closed on two occasions
during the previous year and alternative arrangements
had been made for women at another local hospital.

• There were dedicated theatre sessions for planned
caesarean sections.

• The bed occupancy for the maternity unit ranged
between 79% and 87% during the year. This was above
the national average of 55-60% occupancy. We asked
staff if they experienced bed shortages and were told
that this had not happened. Women were discharged
early after delivery unless there were health needs that
required attention for them or their baby. Women who
had caesarean sections also went home early. The
women we spoke with on the postnatal ward said they
were happy with the arrangement.

• During the inspection, the 22-bed gynaecology ward
had eight surgical and four medical outliers
(non-gynaecology patients). The ward accepted urgent
admissions; the outliers could affect this service if they
experienced a bed shortage for gynaecology patients.

• The outpatient service comprised of a common waiting
area that was shared between maternity and
gynaecology services.

• The midwife-led birthing unit provided single room
facilities. We were informed about the plan to build a
transitional care unit in the birthing unit to enable
women to stay with and care for their baby after
discharge from the neonatal unit. This gives women the
guidance and time to feel confident before they were
discharged.

• The labour ward rooms were appropriate for their
intended use and provided a safe environment.

• Women on the postnatal ward could breast feed behind
their curtains or use a large room where women could
breast feed in private. The room was also used to carry
out babies hearing tests before they were discharged
from hospital.

• An area of the gynaecology ward had been refurbished
and opened the same week as the inspection as an
assessment unit. This included comfortable chairs
where women relaxed who were likely to be discharged
the same day. For example, we spoke with a woman
who was being hydrated after excessive hyperemesis
(morning sickness). They told us they were comfortable
and well cared for and appreciated the lack of need for
bed rest.

• The triage unit consisted of three cubicles and one
consulting room. However, the area was cramped and
cubicles did not afford women’s privacy.

• The three six bedded bays on the gynaecology ward
resulted in beds positioned very close together. This
restricted privacy and ability to hold confidential
discussions. There were side rooms but these may be
fully occupied.

Meeting people’s individual needs

• Women received care from the same midwife in the
community for the majority of their pregnancy and
following birth.

• There were arrangements in place to support women
who had complex needs, with access to clinical
specialists and medical expertise.

Maternityandgynaecology

Maternity and gynaecology

130 Wexham Park Hospital Quality Report 02/02/2016



• Clinical areas such the antenatal and postnatal wards
included toilet and bathing facilities for use by
wheelchair users.

• Staff recognised that patients who had a learning
disability needed extra time and care. Family
involvement was encouraged. For in-patient stay a side
room was allocated and an extra bed provided so that a
relative could remain with the woman to reduce their
anxiety. When necessary decisions were made using
best interests guidance and involving other
professionals.

• There was access to specialist staff such as 'Crystal' the
safeguarding team and tissue viability services so that
individual care needs could be addressed.

• Designated staff members were available to support
parents who suffered bereavement. Facilities were
provided to ensure bereaved parents had personal time
with their baby. Mementos such as photographs were
given to parents. Parents were supported in making
funeral arrangements and where necessary counselling
services were organised.

• We observed the care and treatment provided for a
woman in the labour ward who had complex needs.
Staff responded promptly by developing a
comprehensive care plan that met the woman’s
sensitive personal and health needs. We saw that staff
adhered to the care plan to ensure the woman did not
experience unnecessary distress.

• Leaflets were available in the antenatal clinic, the
antenatal and postnatal wards that provided further
information including the contact details of support
groups.

• Postnatal bookings with community midwives were
routinely made by staff when women were ready for
discharge. Written details about this and the care they
could expect to receive in the community. We observed
a discharge and noted that the written information
including contact details were explained fully to the
woman before they left the ward.

• Section 1 (1) of the Abortion Act 1967 (as amended) and
the Abortion Regulations 1991 (as amended) require
that two doctors provide a certificated opinion, formed
in good faith, that at least one and the same ground for

a termination of pregnancy as set out in the Act, is met.
Clinical staff followed the Department of Health
Guidance in Relation to Requirements for the Abortion
Act 1967.

• The hospital had developed written protocols and
written guidance about the procedure, what women
could expect including full explanations, after care and
funeral options. We were shown the checklist that had
been developed to ensure that clinical staff covered all
aspects of the requirements.

• The hospital did not carry out surgical terminations.
Clinicians offered women a termination of pregnancy
when foetal abnormalities were found. From April 2014
until April 2015, 14 medical termination of pregnancies
had been carried out. Consent had been sought prior to
the procedure.

• Following our inspection the hospital was assessed by
the Human Tissue Authority (HTA) in November 2015.
The result was that the hospital was practicing safe
disposal methods. There were three minor actions that
hospital staff were required to address.

• Staff monitored the referral to treatment times for the
gynaecology service. At the time of the inspection staff
had achieved 97.96% achievement for women who were
not admitted to the hospital and 97.28% for those who
were admitted.

Learning from complaints and concerns

• There was information available about how to make a
complaint. People we spoke with knew how to raise
concerns or to make a complaint.

• Learning from complaints was integrated with the
governance arrangements. They included formal review
to ensure that appropriate actions had been taken.

• We observed a woman making a verbal complaint
about a delay in the service. This was dealt with
promptly by the Head of Midwifery (HoM) who explained
the reason for the delay, apologised and told the patient
when the delay was expected to end. The woman
accepted this. Recordings were made so that staff could
monitor if there were trends and to develop action plans
to deal with them.

• Since the last inspection in February 2014,
improvements had been made to the services. This had
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resulted in a decline of the number of written
complaints received. The rate was three or four per
month at the time of the inspection; this was a
reduction from six per month.

• Complaints were routinely discussed during monthly
governance meetings. The numbers received, details,
actions taken, learning points and lessons learnt had
been recorded. For example, three complaints had been
received regarding the gynaecology service during April
and none during August 2015. We saw that outcomes
were shared with relevant staff and where necessary
changes had been made.

Are maternity and gynaecology services
well-led?

Good –––

We rated maternity and gynaecology services at Wexham
Park Hospital ‘Good’ for ‘Well-Led’ because:

Staff told us there had been ‘huge’ changes and
improvements made during the last year. There was a clear
governance structure in place and staff told us they were
proud to work at the hospital and expressed a strong desire
to make further improvements. Senior managers told us
staff had accepted and coped with the changes in a
positive and professional way. Senior leaders understood
their roles and responsibilities in overseeing the standards
of service provision.

A new chief of service across both sites had been
appointed. The Head of Midwifery also worked across other
sites within Frimley Health NHS Foundation Trust. The
directorate had an apparent direction of focus, defined by
strategic aims and a vision for the services. Medical staff,
midwives and nurses reported positively on the level of
engagement and continuous improvement. Staff told us
that senior staff were visible and approachable. Senior
management had engaged with the public to obtain
information about their experience and the standard of
services they expected to receive.

Vision and strategy for this service

• The obstetrics and gynaecology directorate strategy
clearly articulated the integration of services across
acute and community sites of the organisation.

• There had been an analysis of the strengths,
weaknesses, opportunities and threats for varying
elements of the maternity and gynaecology services and
a plan developed to reflect these.

• The Head of Midwifery (HoM) had developed written
guidance for the mechanisms of implementing changes.
The document had been ratified dated June 2015. It
included consultation and communication processes to
ensure all staff were invited to be involved.

• The hospital mission statement was; ‘committed to
excellence, working together and facing the future.' The
strategy for maternity services was to further improve
the service, provide continuity of care, to ensure the
caesarean section rate was consistent with the national
average and to carry out some refurbishments.

• We asked staff to describe the vision for the service.
They demonstrated that they were fully aware and
involved with the changes and plans for the hospital.

Governance, risk management and quality
measurement

• The service had a risk register and details were
published in the quarterly newsletter and by emails to
individual staff members. The details were fed into the
hospital wide risk register.

• Regular multidisciplinary clinical governance meetings
were held. The minutes of these suggested that
discussions included performance, policy and guidance,
complaints and incidents.

• Local governance issues were discussed at various
forums including ward and department meetings so
that information was cascaded to all staff.

• The risk assurance framework had identified the
pathway for acute gynaecological women resulted in
delays in transfers from the Accident and Emergency
department to the gynaecology ward. We saw evidence
of a proposal to introduce a dedicated acute
gynaecology service to address the problem. Whilst
plans were being drawn up monthly auditing of the
situation was carried out.

• Additional quality meetings were held to review and
agree action plans.

Leadership of service
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• Leadership had been strengthened following the
acquisition and there was cross trust leadership. There
was a clear management structure in place for medical
staff, midwives and nurses, which included community
midwifery. Doctors that had qualified went on to be
consultants and had returned to the maternity and
gynaecology services.

• Since the previous inspection in February 2014 a review
of all staff and skill mix had been carried out. This
included senior management. It resulted in an improved
and clear governance structure. The changes resulted in
improved staff numbers and they had clearly defined
roles and accountability. Staff we spoke with gave
positive feedback about the new structure and that they
had clear pathways when they felt the need to talk with
senior staff.

• Staff told us the management team were very visible
and they could approach them to discuss any issues.

• Staff were given opportunities for professional
development.

Culture within the service

• All staff we met were welcoming, friendly and helpful. It
was evident that staff cared about the services they
delivered.

• Medical staff had support from senior doctors and
consultants. They told us they hospital was a good
placement and they were provided with wealth of
education and training.

• At our previous inspection we had observed a highly
dysfunctional department. The culture is now good -
they were on the right trajectory. Some staff we spoke
with told us they were not aware of any problems. A few
staff reported inappropriate behaviour that was
restricted to a few members of staff. We raised this issue
with senior management who told us they were aware
of the situation and had taken some actions and
planned further actions to be taken to deal with the
problem.

• Maternity and gynaecology staff told us they felt well
supported and were positive about the changes that
had been made. They were well aware of the targets
around patient care.

• There was an openness and willingness to report
adverse events and to learn from them.

• Staff we spoke with demonstrated a strong desire to
develop the services in offering women evidence based
care. They were keen to share ideas with senior staff
who were receptive to changes that led to
improvements.

Public engagement

• Efforts were being made to ask the public for their
opinions about the services they had received and their
thoughts about how improvements could be made.

• The directorate organised an evening event for people
to attend. Emails were sent to 1,000 women and
advertisements placed in supermarkets. We were
informed that no-one turned up.

• Senior managers turned towards established groups to
gain information and they told us they were considering
linking up with churches in order to obtain information.

• Data from the Friends and Family Test was used to
monitor and influence the standards of the services
provided.

Staff engagement

• Staff we spoke with told us there were improved
communication systems within the directorate.

• Medical staff, midwives and nurses had been engaged
with and consulted with about the earlier and future
changes for the service. They spoke positively about the
future of the hospital.

• Information was cascaded via meetings, the quarterly
newsletter and by individual emails.

Innovation, improvement and sustainability

• During the inspection the chief executive gave a
presentation about the improvements that had been
achieved and the plans for the future. They included
how they intended to sustain performance,
improvements to the infrastructure and getting the right
culture.

• The high rate of caesarean sections found at the
previous inspection of February 2014 of 35.8% had been
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reduced to 26.5% by July and was 22.7% for August
2015. This compared with 25.5% national average.
Audits had been carried out and improvements made in
clinical practice.

• Discussion with three consultants and the HoM
described improvements made so far such as a new
training structure for all staff and new recruits and
review of staffing of all grades including senior staff.

There were systems in place to continue to harmonise
with the sister hospital and that this was a three-year
project. They told us that staff were involved with
proposals for change via implementation of sub teams
to work on the architecture of service changes.

• The hospital led on foetal dating training and the
gestational optimal foetal weight programme.
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Safe Good –––

Effective Good –––

Caring Good –––

Responsive Good –––

Well-led Good –––

Overall Good –––

Information about the service
Children’s services at Wexham Park Hospital were
consultant-led and were located in the children’s
department. The children and young people’s ward 24 had
a total of 30 cots, with the ability to accept infants, children
and teenagers. The ward consisted of a four bedded
assessment bay; five bedded surgical bay; five bedded
medical bay; five bedded teenage unit; four trolley
paediatric assessment unit (PAU); a double side room; five
single side rooms; and an ambulant area with chairs. As
well as direct admissions from the emergency department
(ED), the ward also facilitated planned admissions; the PAU
took direct GP admissions. Ward 24 also took day case
admissions, and offered ambulatory care and open access
for some patients. Ward 24 had a room set aside for
high-dependency care.

Children and young people were admitted for a range of
medical and surgical conditions, including oncology,
general surgery, plastic surgery, ear, nose and throat (ENT),
orthopaedics, urology and oral surgery.

Wexham Park Hospital had a level 2 neonatal unit (NNU)
categorised as a local neonatal unit. The level of care
provided within this unit allowed for all categories of
neonatal admissions, with the exception of babies who
required complex or long-term intensive care.

Before visiting, we reviewed a range of information we held
about children and young people's services and asked
other organisations to share what they knew. We carried
out an announced visit on 14-17 April 2015.

During the visit we spoke with over 30 staff on the wards,
including consultants, doctors, nursing staff and support
staff.

We talked with three children and young people who use
services and six visiting parents. We observed how patients
were being cared for and talked with carers and/or family
members and reviewed care or treatment records. We met
with children and young people who use services and their
carers, who shared their views and experiences of their care
and treatment.
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Summary of findings
Overall we services for children and young people at
Wexham Park Hospital 'Good' because:

The treatment and care needs of children and infants
were assessed and planned from referral to discharge,
taking into account their individual needs. The health
and wellbeing of children, young people and infants was
monitored using recognised assessment tools.
Arrangements were in place for looking after vulnerable
children. Staff responded compassionately when
children and young people needed help and supported
them to meet their basic personal needs as and when
required.

Children who spoke with us said that the staff were kind
and caring and that they received information that
helped them understand what treatment and care they
were receiving. Staff helped children and young people
and those close to them to cope emotionally with their
care and treatment. Comprehensive safeguarding
policies and procedures were in place. This included
referral pathways for children’s safeguarding. The
service had systems in place to ensure that incidents
were reported and investigated appropriately.

Children and young people’s services were well-led by a
very enthusiastic and committed staff team. The
leadership, governance and culture promoted the
delivery of high quality child-centred care. There was a
clear statement of vision and values, driven by quality
and safety, with defined objectives. Staff were aware of
best practice guidance for the safe and effective care of
children and infants. The service had experienced
nursing staff, where there were shortages, the trust
was actively recruiting nurses by advertising the
vacancies.

Are services for children and young
people safe?

Good –––

Overall we rated services for children and young people at
Wexham Park Hospital 'Good' for 'Safe' because:

Staff understood and fulfilled their responsibilities to raise
concerns and report incidents and near misses; they were
fully supported when they did so. Children and young
people’s safety performance showed a good track record
and steady improvements. When something went wrong,
there was an appropriate thorough review or investigation
that involved all relevant staff and children, young people
and their families. Lessons were learned and
communicated widely to support improvement in other
areas as well as services that were directly affected.
Safeguarding children and young people was given
sufficient priority. Staff took a proactive approach to
safeguarding and focused on early identification.

Staffing levels and skill mix were planned, implemented
and reviewed to keep children and young people safe at all
times. Any staff shortages were responded to quickly and
adequately. There were effective handovers and shift
changes, to ensure staff could manage risks to children and
young people who used services. Risks to children and
young people were assessed, monitored and managed on
a day-to-day basis; and risk assessments were
child-centred, proportionate and reviewed regularly. Risks
to safety from anticipated changes in demand and
disruption were assessed, planned for and managed
effectively. Plans were in place to respond to emergencies
and major situations.

Incidents

• The service had systems in place to ensure that
incidents were reported and investigated appropriately.
All nursing and medical staff stated that they were
encouraged to report incidents via the electronic
incident data management system. There had been 235
incidents recorded on the trust’s electronic incident
reporting system between 11 August 2014 and 13 April
2015. There had been no never events or serious
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incidents requiring investigation reported between May
2014 to April 2015 to the strategic executive information
system (STEIS). Incidents were monitored by the
neonatal and children’s ward matrons for trends.

• Incidents were standard agenda items at bi-monthly
‘paediatric governance meetings.’ The meetings were
attended by a staff representative from each service
area. The minutes of these meetings showed a record of
every reported incident was circulated as a standing
agenda item and discussed at the meetings. Where
incidents had been reported a full investigation had
been carried out and steps were taken to ensure lessons
were learnt. Action plans were produced following
investigations. These were monitored and tracked to
completion at subsequent meetings.

• Staff told us that learning from incidents was cascaded
to ward staff at team meetings, as well as handovers. We
viewed the minutes from the neonatal unit (NNU) staff
meeting dated 8 July 2015. The minutes recorded that a
theme had been identified in the recording of blood
spots. As a point of learning staff had been required to
read the protocol and ensure they followed this in
practice.

• Staff had access to ‘paediatric clinical reporting incident
triggers’ guidance. This was a prompt list that outlined
what staff should report on the trust’s electronic
incident reporting system. The list had been approved
by the paediatric quality and safety group in September
2015.

• The lead nurse received safety alerts and was
responsible for taking action to respond to relevant
alerts. This included discussion of alerts at the children
and young people’s clinical governance meeting. Staff
told us completed actions would be reported to the
Department of Health’s (DOH) central alerting system
(CAS).

• Staff told us they understood their responsibilities to
report incidents using the electronic reporting system,
and knew how to raise concerns. Staff confirmed that
they received feedback on incidents that took place in
other areas of the service as well as their own. Staff and
managers told us they were satisfied there was a culture
of reporting incidents promptly within children’s and
young people’s services. Incidents were audited on the
trust’s electronic reporting system.

• The NNU and the children’s ward used the safety
thermometer to monitor harm free care. This is a
nationally recognised tool that monitors how a service
performs in providing harm free care. The trust
undertook the adult safety thermometer and applied it
to children and young people’s services. Staff
recognised this had limitations with regards to children
and young people, but used it to record relevant
episodes of harm. In August 2015, the service reported
that care had been 100% harm free in the previous 12
months. The monthly results were displayed on wards
for staff, patients and visitors to see.

• There is a contractual duty of candour imposed on all
NHS providers of services to 'provide to the service user
and any other relevant person all necessary support and
all relevant information' in the event that a 'reportable
patient safety incident' occurs. Staff and managers we
spoke with were aware of and able to explain the ‘duty
of candour’. The safeguarding lead told us the ‘duty of
candour’ was included in the trust’s safeguarding
training.

• The service held monthly ‘morbidity and mortality
meetings’. There was rotation of consultants who
attended the meetings to ensure all consultants had the
opportunity to attend morbidity and mortality meetings
on a regular basis. The meetings included: discussions
of activity on the high dependency unit (HDU) and
neonatal intensive care unit (NICU), transfers of critically
unwell children, and morbidity. We saw that the findings
from mortality and morbidity meetings had been
reviewed by a consultant paediatrician in 2015. Learning
from the review was disseminated to staff in the form of
a presentation. We viewed the NNU quality committee
dashboard review for September 2015 and found that
the NNU were meeting the trust target of ‘0’ unexpected
deaths.

Cleanliness, infection control and hygiene

• The trust was found about the same as other trusts in
question 26 of the children and young people survey
2014, “how clean do you think the hospital ward was.”

• The ward areas provided a safe environment for
children and families which were effective for cleaning
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and maintenance. All the areas we visited were clean
and free from clutter. We saw housekeeping staff
cleaning on the wards and in the departments
throughout our visit.

• The ward areas had an ample supply of appropriate toys
that could be cleaned safely. Play specialist staff told us
that toys in the children’s ward were cleaned by them as
part of their role. The toy cleaning records we viewed
on the children’s ward were up to date. Play specialists
told us toys were cleaned prior to being taken to
children in isolation and cleaned again when they came
out of the child’s isolation room.

• An established quarterly audit programme was in place
for reviewing infection control and cleanliness in clinical
areas. For the year to date children and young people’s
services were fully compliant with national institute for
clinical excellence (NICE) standards for infection control,
achieving the trust’s minimum target of 80%. The
children’s ward had regularly achieved 100%
compliance.

• We saw staff regularly washing their hands between
treating patients. Hand washing facilities and hand
sanitising gels were readily available. 'Bare below the
elbow' policies were adhered to. The importance of all
visitors cleaning their hands was publicised. However,
we observed some parents and other visitors not using
hand gels or washing their hands. At the time of our
visit, children’s and young people’s services were
achieving the trust’s compliance standards of 80% for
hand hygiene. We saw that gloves, aprons, and other
personal protective equipment (PPE) was readily
available to staff.

• There were no reported cases of methicillin-resistant
staphylococcus aureus, (MRSA), or clostridium difficile,
(C. diff), for children’s and young people’s services in the
past 12 months. Babies on the NNU were screened on
admission and re-screened on a weekly basis.

• The service’s risk register indicated that there had been
a colonisation of pseudomonas in the water supply. The
trust had taken appropriate steps to address the
colonisation including water sampling and daily
flushing of taps. The trust’s testing of the water supply
indicated that the problem had been eradicated in
October 2015.

• A programme of training and assessment was in place
for ‘aseptic no touch technique’ (ANTT). During our visit
we observed staff undertaking ANTT correctly. The staff
training record indicated that 100% of staff were up to
date with ANTT training.

Environment and equipment

• The trust was found about the same as other trusts in
question 25 of the children and young people survey
2014, “does the ward where your child stayed have
appropriate adaptations or equipment.”

• Entrances to all children’s ward areas were secure, entry
was granted by a member of staff via an intercom for
visitors during the day and at night. On the children’s
ward and NICU access was granted by a ward clerk at
reception during the day and by ward staff at night.
CCTV was used to monitor entrances at all children’s
wards.

• All staff reported adequate access to equipment.
However, staff raised concerns about timely access to
maintenance. We reviewed a number of items on the
wards and saw they had been recently inspected.
Equipment was checked on a weekly basis and further
checks were in place on the NNU.

• Staff told us there was a lack of an appropriate area on
the wards for counselling parents, and this did not
comply with standards required by both the
Department of Health and the BLISS charter. We viewed
the children and young people’s risk register and saw
this had been added in January 2014. In March 2014 the
service drew up plans to reconfigure the ward area and
the breast pump room was allocated as the parents
counselling room. This was reported to the hospital
estates department and a grant application was
submitted to BLISS for funding. In the subsequent
months we saw that the service had made a number of
approaches to estates to provide an appropriate quote.
The work was eventually put out to tender in October
2015. Staff said the delays from the estates department
had been frustrating.

• The service’s risk register identified a risk from the
generator not working and resultant power failure. A
new uninterruptible power supply (UPS) was due to be
installed. The trust had an alternative power supply in
place for non-clinical appliances to avoid overloading
the power supply.
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• The children and young people’s risk register recorded
that there were no service contracts on Vapotherm
equipment. The equipment provided respiratory
support. The register recorded that this had been
addressed in June 2015 and funding approved from the
NNU budget for a servicing contract.

• The trust were undertaking a feasibility study for a
sensory room for young children or children with
learning disabilities.

• The trust had ‘built environment-general function and
design considerations,’ September 2015, identified that
children’s and young people’s services required,
“general brightening up.” There were no plans in place
to enhance the décor of children and young people’s
wards at the time of our inspection.

• The children and young people’s equipment room had a
rotation policy. Equipment was taken in one door,
cleaned and covered, and then taken for storage to a
separate storage room. Clean equipment had an ‘I am
clean’ sticker applied when it was cleaned. Staff told us
they only used equipment from the storage area.

• Age-appropriate resuscitation and emergency
equipment was available for staff across children’s and
young people’s services.

• The children’s ward had up to date medical device
inventories. These were managed and updated by
housekeeping services.

• We checked the children's ward and the
NNU resuscitation trolley. We found that resuscitation
equipment was readily available and regularly
maintained. Neonatal resuscitaires were checked daily.
Nurses were familiar with the trolleys contents and
knew how to use, check and maintain them.

Medicines

• The trust had a divisional pharmacist for children and
young people’s services that staff could liaise with and
ask for advice. The pharmacist worked across all the
ward and department areas; and attended the
children’s ward and NNU daily, reviewing prescriptions
and making recommendations. The pharmacist also
regularly attended the paediatric clinical governance
meeting and junior doctors meeting.

• The trust’s pharmacy distribution manager and matron
had undertaken an audit of children’s and young
people’s medicines storage on 15 June 2015. An action
plan was in place as a result of the audit. We saw that
actions taken by the ward to improve medicines storage
were recorded on the audit.

• Medicines were stored safely with room and fridge
temperatures checked regularly and recorded. Records
viewed indicated that medicines were being stored at
the required temperatures. All the drug store cupboards
were locked and controlled medicines were stored in
separate locked cupboards. Where medicines required
refrigeration, fridge temperatures were checked daily.

• Prescriptions were prescribed daily by the registrar and
checked by the consultant.

• Medicines reconciliation rounds occurred on children
and young people’s wards. Medicines were restocked
through a ‘top up’ system, ensuring a continued supply.
Out of hours, the hospital had an on-call pharmacist.

• Children’s weight was clearly documented and
prescriptions were appropriate for the child’s weight. We
viewed nine children’s medicine administration records
(MAR). Children and young people’s allergies were
clearly recorded in their medical records.

• Children’s and young people’s medicines were audited
regularly by the trust’s pharmacy. The neonates and
children’s formulary was regularly updated by the
children’s pharmacist and consultant to ensure safe
prescribing.

• Nursing staff’ training in medicines administration was
up to date. Nursing staff were aware of policies on the
administration of controlled drugs and the Nursing and
Midwifery Council’s Standards for Medicine
Management.

• All medication errors were reported as incidents,
recorded on the electronic system, investigated and
reviewed at the monthly clinical governance meetings.
Staff were open and reported medication incidents.
Where the incident was a prescribing error, senior
medical staff were informed and the error was followed
up with the doctor concerned.

• The total number of medication incidents from April 1st
2015 to September 30th 2015 were 21 on ward 24 and 12
on the NNU, all resulted in no harm to babies or
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children. The incidents, with the exception of
three, were linked to prescription or administration
errors. As a result safety goals had been introduced. One
of the goals was to have zero medication incidents
linked to prescription or administration errors; this was
achieved in July 2015.

• Medicines incidents were reviewed annually in the
children and young people’s clinical governance report;
this was presented to the trust’s board. The report
included a report on the learning and actions taken as a
result of medicines incidents.

Records

• Patients’ records were managed in accordance with the
Data Protection Act 1998. Records were kept
confidential on the wards in lockable trolleys in the
doctors’ office.

• Patients were identified on screens in the nurses’ station
on the NNU. However, this was visible to people visiting
the ward and could have compromised patient
confidentiality.

• We looked at 18 sets of notes on the wards and the NNU;
we found them to be accurate and legible. Patient
Information was easy to find.

• Information governance was part of the trust’s
mandatory training. Staff told us they had received
information governance training. The staff training
spread sheet recorded that 100% of staff mandatory
training, including information governance, was up to
date.

• Leaflets explaining patients’ rights to access their
medical records were available on the ward. The trust’s
website carried information on people’s rights under the
Freedom of Information Act 2000.

Safeguarding

• The trust was found about the same as other trusts in
question 7, “do you feel that your child was safe on the
hospital ward,” and question 8, “did you feel safe on the
ward.” of the children and young people survey 2014.

• The trust had a monthly child protection forum. The
forum monitored safeguarding notifications, as well as
referrals from social care professionals requesting
medical assessments. The forum had standard agenda
items including: notifications; serious case/partnership

reviews; training; and audits. The forum presented a
monthly report to the paediatric clinical governance
meeting and produced a quarterly report to present to
the trust’s board. The 2014-15 report outlined the trust’s
safeguarding achievements as well as their priorities.

• The trust employed one whole time equivalent (WTE)
named safeguarding nurse, band 8A; one WTE named
doctor; 0.2 WTE neonatal safeguarding champion; and
1.8 WTE safeguarding administrator. The trust also had a
paediatric liaison health visitor and named midwife for
safeguarding.

• Comprehensive safeguarding policies and procedures
were in place. This included referral pathways for
children’s safeguarding. The policy was reviewed in
August 2015 and ratified by the adult and paediatric
safeguarding executive group in September 2015.

• Safeguarding children’s supervision was formally
provided to the named safeguarding nurse and named
safeguarding doctor on a regular basis. Formal
safeguarding supervision was also provided to specialist
children’s staff. The safeguarding lead told us
safeguarding supervision was available upon request to
all hospital staff.

• Staff we spoke with understood their safeguarding
responsibilities and knew what to do if they had
concerns. 100% of qualified nursing staff had completed
level three enhanced safeguarding training. The
paediatric lead told us 85% of eligible staff across
children and young people’s services had received level
3 training, with the trust target being 95%. We viewed
the safeguarding training programme; this
demonstrated that training sessions were in place to
ensure that staff across the service were trained to the
appropriate level in safeguarding.

• The children and young people’s safeguarding named
nurses managed complex safeguarding cases and
worked collaboratively with other health and social care
organisations. The safeguarding named nurse also
worked with wards and departments, raising awareness
and offering advice and support where necessary. Staff
we spoke with told us they would liaise with the
safeguarding named nurse if they had concerns.

• The safeguarding named nurse’s office was adjacent to
the children’s ward 24. This meant staff could access the
safeguarding team easily whenever the safeguarding
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team were in the office. Staff on ward 24 and the NNU
had access to the contact details of the local authority
safeguarding team for out of hours safeguarding advice
or to report concerns. The trust had information sharing
protocols in place with the local authority. The local
authority hospital social worker’s office was located next
door to the hospital’s safeguarding team’s office. This
meant hospital safeguarding staff could liaise with local
authority staff on a daily basis.

• We viewed the trust’s safeguarding children’s report
dated 30 June 2015. This recorded that a joint adult and
children’s safeguarding group had been established.
The group met on a bi-monthly basis and included the
hospitals safeguarding leads and representatives from
the local authority.

• The trust had comprehensive guidelines for staff in
regards to female genital mutilation (FGM). The trust’s
safeguarding children annual report 2014/15 recorded
that the identification of FGM had been an area of
development for the trust. The trust had a policy of
addressing FGM when booking women for maternity
care.

Mandatory training

• Mandatory training in children and young people’s
services had 100% compliance. Staff we spoke with
confirmed that they were up to date with training, or
had dates to attend scheduled training. We viewed the
children and young people’s staff training spread sheet.
This indicated that across women and children’s
services there was a good level of compliance with
mandatory training updates. From viewing the record
we saw that staff had access to a comprehensive
programme of training, including medicines training
and training in the use of specialist equipment; 100%
of staff specialist training was up to date.

• Staff had access to both level 1 and 2 safeguarding
training via the trust’s induction. The trust’s
safeguarding children report 30 June 2015 recorded that
the induction had been developed by the safeguarding
team in accordance with the ‘safeguarding children and
young people roles and competencies for health care
staff; intercollegiate document’, (RCPCH, 2014).
Safeguarding training was being rolled out across the
trust to ensure compliance with the intercollegiate
guidance.

Assessing and responding to patient risk

• The children’s ward used the adults’ safety
thermometer. The NHS Safety Thermometer is a local
improvement tool for measuring, monitoring and
analysing patient harms and 'harm free' care. We saw
that ward 24 had achieved 100% harm free care in the
previous 12 months.

• The service used a paediatric early warning score
(PEWS) system on the children’s wards, this was based
on the NHS institute for innovation and improvement
PEWS system. We spoke with staff, who were aware of
the appropriate action to be taken if patients scored
higher than expected. We reviewed notes and saw that
where higher scores had been recorded, action had
been taken to escalate concerns, or the rationale for not
escalating had been documented.

• PEWS documentation was audited on a weekly basis.
This involved five children or young people’s records
being audited on a weekly basis. We reviewed the PEWS
audits from July and August 2015. In both months the
service had achieved 100% compliance with initial
PEWS being completed; appropriate clinically indicated
observations and assessments taken on admission, and
appropriate actions/interventions taken and
documented in response to observations and
assessments.

• In case of an emergency within the children and young
people’s inpatient area, the paediatric resuscitation
team would attend. The staff training spread sheet
recorded that three band 5, one band 6, two band 7,
nurses on the children’s ward were trained in paediatric
life support (PILS). Another band 6 nurse was trained in
advanced paediatric life support (APLS). Staff told us
staff skills were considered when organising the staffing
roster, to ensure there were appropriately trained staff
on every shift.

• The NNU risk register identified a risk that new born and
infant physical examination screening programme
(NIPE) were not being completed in the first 72 hours on
the NNU in accordance with Public Health England
guidance. In response the service had introduced
monthly audits by nursing staff and a new born check
stamp that was recorded in the admission book when
completed. The service had introduced a NIPE specific,
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measurable, achievable, realistic, time focused (SMART)
system in September 2015 for monitoring NIPE checks.
Training in the NIPE SMART system had been completed
by all staff that were required to use the system.

Nursing staffing

• Staff reported that there were sufficient nursing staff to
ensure that shifts were filled in line with their agreed
staffing numbers. However, this was sometimes based
on the use of agency staff.

• The safe staffing dashboard was displayed in the
neonatal unit and children’s wards. This showed details
of the required levels of staffing, and actual levels
present on each shift. Staffing levels were adequate, as
was the required skill mix at the time of our visit. Staffing
levels conformed to the Royal College of Nursing (RCN)
guidance ‘defining staffing levels for children and young
people’s services’ 2013. There was a minimum of two
registered children’s nurses at all times in all children
and young people’s inpatient and day care areas. Staff
had access to a band 7 nurse at all times in any 24 hour
period. We viewed staffing rotas for the previous month
that confirmed this. Staff had access to a lead nurse or
ward matron for twenty four hours, seven days a week,
via a joint on-call children and young people and
neonatal rota.

• During our inspection staff were very visible, particularly
on NNU. Staff and managers told us they met surges in
activity by using bank staff that were familiar with the
wards areas. As a last resort, agency staff would be used.
Procedures were in place to request agency staff. Staff
told us that if agency staff were required they would
request agency nurses who were familiar to the service.

• The trust informed us that temporary staff must have
relevant and appropriate training and experience and
provide evidence of being a registered paediatric nurse
(RN60) or a registered nurse who was adult trained but
had paediatric experience (RN00). The service kept
records of temporary staff inductions. The NNU
dashboard indicated that there had been a decrease in
the number of bank staff used between April 2015 and
July 2015. There were no temporary staff on shift at the
time of our inspection.

• Staff told us that staffing levels in the NNU were safe.
The matron told us that flexible staffing meant that
staffing levels were managed on the NNU. We viewed

the NNU ‘planned vs actual’ staff spread sheet. This
indicated that actual staffing levels were generally in
accordance with the planned numbers. Where staffing
levels were not in accordance with the planned staffing
levels the spread sheet recorded the reason; for
example, it was a rostered change as the staffing needs
of the NNU were greater or less than the planned
numbers of staff identified on the planning spread
sheet. Staff told us the service had taken steps to
mitigate risk; this included the use of bank staff and
on-call cover. Staff told us that occasionally NNU nurses
were deployed to provide support across children and
young people’s services at times of staff shortages.

• Both NNU, the paediatric assessment unit (PAU),
and the children’s ward used a daily bed occupancy
flow chart to estimate the number of nursing staff and
skill mix required to maintain safe staffing numbers on
wards. The NNU had: two ICU cots with a staff to child
ratio of 1:1: 3 HDU cots with a staff to child ratio of 1:2: 16
SCBU cots with a staff ratio of 1:4. This was in
accordance with the British association of perinatal
medicine (BAPM), ‘service standards for hospitals
providing neonatal care, 2010’ guidelines.

• Nursing staffing appeared on the service’s risk register.
The children and young people’s ‘annual clinical
governance report, May 2015’ recorded that the
children’s ward had one WTE band 7 vacancy, and 19
band 5 vacancies. The ward 24 matron told us that at
the time of our inspection the vacancy rate was 24% for
band 5 nurses, with all other nursing staff bands being
filled. We saw that the service was actively recruiting for
band 5 nurses by advertising the vacancies both
internally to staff who work at the trust and externally to
national and international candidates. The service had
successfully recruited a number of nurses from the
Philippines who were awaiting visas. The trust were also
considering at a policy of ‘grow your own’ nurse staffing,
by offering qualified nurse training sponsorship to
senior health care assistants and offering paediatric
training to nurses from adult healthcare backgrounds.

• The children and young people’s ‘annual clinical
governance report, May 2015’ reported, “safe and
effective quality of care provided continued despite the
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long standing nursing vacancies, with no noticeable
increase in the number or severity of incidents reported,
no increase in the number of staff leaving or staff
sickness.”

• The trust employed one WTE play specialists and three
WTE play assistants. Play specialists were an integral
part of the ward and department teams. Play specialists
work with children to make the hospital environment
welcoming and fun. They answer questions children
may have about what will happen on the ward and
reassure children. The play specialist team were all NVQ
3 qualified in specialism.

• Nursing staff on the children’s ward told us they had a
twice daily hand over; staff were not to be disturbed
during hand overs as this was classed as protected time.
Nursing handovers occurred at each change of shift. On
the paediatric wards the nurse in charge who had the
overall co-ordinating role, received a detailed handover
from their counterpart. We viewed a children’s ward
handover sheet and saw that staffing for the shift was
discussed, as well as any high risk patients or potential
issues.

Medical staffing

• All children were seen by a consultant within 14 hours of
admission to the ward.

• There were two consultants on call, one each for the
paediatric and neonatal between 09.00am to 5.00pm,
Monday to Friday. From 5.00pm to 09.00am there was an
on-call consultant that covered both the NNU and the
children's ward. There was at least one consultant in
residence from 5.00pm to 10.00pm, Monday to Friday.
There were usually two available consultants from
Monday to Thursday. At weekends and Bank Holidays
there was one consultant on site from 09.00am to at
least 2.00pm, if there was not a clinical need for the
consultant to remain on site, the consultant returned at
9.00pm to supervise the handover and review new
admissions. There were consultant led ward rounds in
every 24 hour period Monday to Friday and two ward
rounds at weekends. The matron told us a consultant
lived very close to the hospital and would come in out of
hours in an emergency.

• Wexham Park Hospital had a 10 registrars, middle
grades (ST4-ST8), rota from Monday to Friday between
9.00am to 5.00pm, with a registrar being allocated to the

children's ward, another registrar was allocated to NNU
and PAU. An additional middle grade doctor worked on
PAU between 2.00pm to 10.00pm, Monday to Thursday:
From 5.00pm to 10.00pm there was one middle grade
doctor or consultant covering the ward and NNU. From
10.00am to 9.00pm there was one middle grade doctor
on site. The trust added an additional middle grade
between twilight until 01:00am, seven days a week to
provide cover for the service’s the busiest hours in the
evening.

• The medical skill mix showed there were more junior
doctors and fewer consultants when compared with the
England average. This was made up of 26% consultants,
compared to the England average or 35%; 8% middle
career, compared to the England average of 7%; 52%
registrars, compared to the England average of 51%; and
14% junior doctors, compared to the England average of
7%.

• The trust were meeting BAPM 2014 guidelines for
medical staffing on the NNU. A neonatal consultant was
on-call at all times; none of the staff reported any
difficulties or delays in receiving attention from a
consultant. Nurses told us that when they were
concerned about a patient, they were encouraged to
call the consultant.

• Junior doctors across Children and young people’s
services reported that they had very good training and
support from their senior consultants.

• Consultants undertook ward rounds daily, including at
weekends. There were two handover sessions per day
for the medical teams. A consultant was present at all
handovers.

Major incident awareness and training

• Staff were aware of the trust’s business continuity policy,
senior staff understood their roles and responsibilities
within a major incident.

• The trust had conducted a desk top exercise for a major
incident in 2013/14. This had resulted in an action plan,
including the service having up to date mobile
telephone contact details for all consultants; and
community nurses being allocated to assist on the
wards.

Servicesforchildrenandyoungpeople

Services for children and young people

143 Wexham Park Hospital Quality Report 02/02/2016



• The trust had a policy for capacity pressures in winter
months, this included keeping the PAU open overnight
as an escalation area.

Are services for children and young
people effective?

Good –––

Overall we rated services for children and young people at
Wexham Park Hospital 'Good' for 'Effective' because:

Children and young people had good outcomes because
they received effective care and treatment that met their
needs. Children and young people’s care and treatment
was planned and delivered in line with current
evidence-based guidance, standards, best practice and
legislation. Outcomes for people who used services were
positive, consistent and met expectations.

There was participation in relevant local and national
audits, including clinical audits and other monitoring
activities such as reviews of services and service
accreditation. Accurate and up-to-date information about
effectiveness was shared internally and externally and was
understood by staff, and used to improve care and
treatment and children and young people’s outcomes.
Children were cared for by a multidisciplinary team of
dedicated and skilled staff. Staff felt supported and had
access to training. Consultant support and presence was
provided over seven days.

Evidence-based care and treatment

• Children and young people’s services had a band 7
nurse who was a practice development nurse
responsible for ensuring that practice was based on
national best practice guidance.

• Children and young people’s services regularly reviewed
the effectiveness of care and treatment through local
audit and national audits. We viewed the paediatrics
and neonatal annual clinical audit report, April 2014 to
April 2015. During this period children and young
people’s services had registered 13 new audits. These
included: a NICE guidance re-audit on paediatric head
injury management (CA176); and a NICE guidance audit
on the management of febrile illness in children under
five years of age (CG160).

• We viewed the trust’s results for the national ‘epilepsy 12
audit’, November 2014. The findings of the audit
resulted in an action plan for the trust to provide
separate dedicated areas for teenagers away from
younger children; and identified the need for a separate
epilepsy nurse working in conjunction with Oxford
University NHS Foundation Trust. Work was in progress
to provide an epilepsy nurse; and young people had
been provided with separate male and female areas on
the children’s ward.

• The trust had undertaken the British Thoracic Society,
‘4-BTS paediatric asthma audit’, June 2014. This had
resulted in a recommendation of a paediatric discharge
plan. We saw that the service had produced guidance
for staff on discharge planning.

• The trust had also undertaken Royal College of
Emergency Medicines ‘sepsis 6 audit’ in 2014. Sepsis Six
is the name given to a bundle of medical therapies
designed to reduce the mortality of patients with sepsis.
The service had produced an action plan in response to
the audit. These included: altering the PAU
documentation, as well as the triage nurse
documentation to ensure patients’ documents were
correct; ensuring the admission book was filled in with
patients who had triggered sepsis 6; and ensuring the
first dose of antibiotics administered to a patient was
timed and dated. The trust had arranged a re-audit of
sepsis 6 in December 2015, to ensure the action plan
was being implemented.

• The trust was working towards level 2 UNICEF Baby
Friendly accreditation. The Baby Friendly Initiative is
based on a global accreditation programme of UNICEF
and the World Health Organization. It is designed to
support breastfeeding and parent infant relationships
by working with public services to improve standards of
care.

• Children were treated according to national guidance,
including guidance from the National Institute for
Health and Care Excellence (NICE), and the Royal
College of Paediatrics and Child Health (RCPCH). The
trust monitored the implementation of clinical guidance
via a spread sheet. For example, the trust were 95.7%
compliant with the core measures for NICE CSGCYP
guidance ‘improving outcome with children and young
people with cancer.’ The trust were meeting the needs
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of children with atopic eczema, in accordance with NICE
guidance. However, the trust were not fully compliant
with the guidance as there was no specialist paediatric
dermatology nurse in post.

• Policies, procedures and guidelines were available to all
staff, including temporary staff, via the trust intranet.
Staff we spoke to knew how to access them when
necessary.

• There were 146 clinical guidelines for both neonatal and
paediatric care available on the trust’s intranet. The
service had a departmental guidelines review process
that was led by a consultant. The consultant had a list of
clinical guideline review dates. The trust also had a
range of clinical guidelines and pathways that were
shared with the services clinical networks, including the
Thames Valley cancer network, the Thames Valley and
Wessex neonatal network and the Buckinghamshire
CCG children’s advisory group. Clinical guidelines were
reviewed and updated in 2015, with out of date
guidelines being archived. The service was working with
its networks to develop regional guideline for common
paediatric problems.

Pain relief

• The trust was found about the same as other trusts in
question 11 of the children and young people survey
2014, “do you think the hospital staff did everything they
could to help your pain.”

• Children and young people’s services had a pain relief
link nurse who had completed a level 4 module in pain
management. Pain was assessed and managed
appropriately. We observed age-specific tools in use in
the NNU and the appropriate national guidance was
followed. Patients were given analgesia, as required,
and staff monitored whether the analgesia had
adequately relieved the child’s pain.

• Appropriate equipment was available including
equipment for patient-controlled analgesia (PCA). The
lead anaesthetist for children was involved with the
children’s pain strategy.

• The play specialist team were available in each ward
and department, and provided distraction technique
therapy for children undergoing a variety of procedures.

Play specialists described numerous distraction
therapies and techniques they used to help reduce
patients’ pain and distract them from painful
procedures.

• Parents we asked confirmed that staff ensured their
children were not in pain.

Nutrition and hydration

• The trust was found about the same as other trusts in
question 24 of the Children and young people survey
2014, “did your child like the hospital food.”

• The ward areas had a protected mealtime’s policy,
which meant that children and young people could eat
without being disturbed, except for parents and siblings.
We saw that this was observed by staff on the ward.

• Children’s likes and dislikes regarding food were
identified and recorded as part of their nursing
assessment on admission. Children’s and young
people’s wards used a nationally recognised screening
tool for the assessment of malnutrition in paediatrics to
determine if patients were at risk of malnutrition. We
noted that there were plans of care for any children at
risk, with input from speciality teams as required.
Children and babies were frequently weighed, and there
were records relating to their fluid, nutritional intake
and output. The records we reviewed during our
inspection showed that fluid or dietary intake was
monitored and recorded where required.

• Children and young people were able to choose what
they wanted to eat from a menu. Staff told us, if children
didn’t want what was on the menu they could have an
alternative by request. Support was available from
dieticians for specialist advice and support with special
diets. Staff were also aware of how to order specialist
menu choices, such as halal food or gluten-free meals.

• There were adequate facilities for the management of
bottle-feeding.

Patient outcomes

• The service took part in all the national clinical audits
that they were eligible for. For example, the trust took
part in the NNAP. The annual report showed that, for the
period of January to June 2015, the trust was achieving
either the national average or better than the national
average in the NNAP audit. For example, the trust
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achieved the standard that all (100%) of babies of less
than 28 weeks gestation have their temperature taken
within one hour of delivery: mothers of premature
babies received antenatal steroids (85% against a target
of 85%): babies that received mother’s milk when
discharged from a neonatal unit (59% against a target of
59%); other key standards were babies that received
retinopathy of prematurity screening (96% against a
target of 100%); babies received a documented
consultation with parents within 24 hours of admission
to the neo-natal unit (100% against a target of 100%).

• Readmission rates were below 10% between October
2014 and July 2015. For 2014/15 readmission rates for
medical was 8.6% and surgical was 4.6%, making a
combined readmission rate of 7.4%. The service had
comprehensive discharge planning to reduce the
likelihood of patients being readmitted. The matron told
us that readmission rates were sometimes skewed by
children with bronchiolitis being readmitted.

• The average length of stay rate was an average of two
days, between October 2014 and July 2015. The service
provided in patient care for children up to the age of 16.
Staff told us 16-17 year olds would be given the choice
of admission to an adult or a paediatric area according
to bed availability, providing they did not display
behaviour unsuitable for a children’s ward environment.
Staff said this would always be decided in consultation
with the young person and their family.

• Staff told us the service had very few child deaths.
Children’s and young people’s services did not have a
specific end of life care policy for children’s services.
However, the service had processes in place to
undertake mortality and morbidity case reviews should
this be required as part of the service’s governance
arrangements.

Competent staff

• Information we saw on the wards and in the
departments showed that most staff had received an
appraisal in the last 12 months. Staff we spoke with
during the inspection confirmed that they had received
an annual appraisal. All of the nursing staff we spoke to
told us they felt well supported by their ward teams and
the senior nursing and managerial staff.

• All senior nursing staff had attended or had dates to
attend European paediatric life support (EPLS) or
advanced paediatric life support (APLS) training. This
would ensure there was an accredited nurse on duty
during every shift.

• The percentage of staff qualified in speciality (QIS) on
the NNU was 56.9% according to the children and young
people’s ‘annual clinical governance report, May 2015’;
this was in comparison with the national benchmark of
70%. However, two members of the NNU team were due
to commence QIS training in September 2015.

• The children and young people’s senior medical
secretary had worked at the hospital for 12 years and
had received a trust wide customer service award for
“excellence” in customer service.

• Junior medical staff reported good access to teaching
opportunities and said that they were encouraged to
attend education events. The junior doctors we spoke
with told us they received good educational
supervision’ and said that the consultant staff took an
active interest in their teaching.

• We saw that staff had the right qualifications to do their
jobs and had access to further development. For
example, in December 2014 the trust introduced a
system of giving junior doctors feedback from monthly
clinical governance meetings. The feedback was directly
targeted at areas of learning and improvement for junior
doctors. In January 2015 the trust had further
introduced junior doctors meetings. The aims of the
meetings were to enable junior doctors to feedback on
their department, as well as gaining skills in clinical
governance.

• The trust had a practice development nurse and a
practice educator who had developed a comprehensive
preceptorship programme for newly qualified nurses.
This was a structured period of transition for the newly
qualified nurses when they started their employment at
the hospital. We viewed comments from newly qualified
nurses’ evaluations of their learning, and found these to
be consistently positive.

• Nursing staff had annual study days covering clinical
scenarios and update sessions. Nursing staff told us the
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practice development nurse or matrons regularly
assessed their competence in medicines management
and drug insertion. All staff trained in chemotherapy
giving had completed updates in February 2015.

• Nursing staff and administrators annual appraisal rates
were 83% in September 2014, but this had fallen to 53%
in May 2015. Staff told us this was due to a new system
being adopted from Frimley NHS Foundation trust and
training in the new system being delayed. Staff told us
work was in progress to ensure staff received annual
appraisals.

• The medical staff we spoke to all confirmed that they
had received an appropriate induction when they
started work and had an appraisal to identify training
needs. Staff said they received access to clinical
supervision and good training opportunities. Junior
doctors had a weekly teaching programme that was
mapped to the royal college of paediatrics and child
health (RCPCH) curriculum.

Multidisciplinary working

• There was strong evidence of multi-disciplinary team
working in all departments, within and outside services.
There were regular weekly multi-disciplinary team
meetings. We also saw evidence of engagement with
external agencies such as social services and
networking with other children’s services to share
specialist expertise. For example, information on the
attendance of children who were subject to a child
protection plan, child in need plan, or children looked
after by the local authority was routinely sent to the
allocated social worker.

• Neonates, children and young people had children
access to 1.8 WTE paediatric dieticians the dieticians did
not cover on call for each other, but had a system where
only one went on leave at a time. The paediatric
physiotherapy team covered both inpatients and
outpatients consisted of a band 7 physiotherapists for
20 hours week, band 6 physiotherapists for 52.5 WTE
hours and a rotational band 5 physiotherapists for 37.5
hours. Changes to the physiotherapy were planned in
October 2015 with a band 6 moving to Frimley Park
Hospital.

• Children and young people’s services were within the
hospitals on-call service and weekend cover included
orthopaedics.

• Medical and nursing staff worked closely with the
paediatric psychology team for children with complex
needs throughout the referral, discharge and transition
processes. The paediatric psychology team also
provided eight sessions per week: Four sessions at band
8b, two sessions to paediatric diabetes and two for
oncology: Four sessions at band 7 for general
paediatrics. One session was provided by Oxford
university hospital. The chief of service was seeking
funding to keep the extra session. From October 2015
the service was due to have between three and four
sessions of trainee clinical psychology time to support
the service.

• There was support from a paediatric speech a language
therapist, (SALT), one SALT worked two days a week
8.30am to 4.30pm Wednesday and Thursday on the
children’s ward, NNU, and outpatients. A further SALT
worked two full days, Thursday and Friday, for cleft lip
and palate patients.

• The trust employed a paediatric liaison health visitor
who worked closely with the children’s ward staff and
the NNU to ensure care was transferred effectively to
community services. The health visitor attended daily
doctors’ handovers on the children’s ward to identify
support families or children may need. The health visitor
also attended the NNU on a weekly basis to: identify any
needs families may have; to offer families’ advice on the
Health Child Programme (HCP); and to signpost families
to community based services.

• There were qualified play specialists available on the
paediatric assessment unit (PAU) and the children’s
ward seven days a week.

• We noted that young people up until the age of 16 were
cared for within the service. Staff told us that young
people over the age of 16 would be consulted about
whether to remain on a children’s ward or whether an
adult ward would be more suitable.

• The trust had clear pathways and protocols in place in
regards to operating theatres; these were based upon
the world health organisation (WHO) protocols. Almost
all operating at Wexham Park Hospital was carried out
as day case admissions. Children operated on outside
the dedicated paediatric lists were placed at the
beginning of the operating list. There were dedicated
paediatric outpatient clinics for: general surgery;
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orthopaedic surgery; and ear nose and throat (ENT). The
WHO checklist was audited on a monthly basis. We
viewed the audits for July and August 2015 and saw that
there was 80% compliance with the checklist in both
months. There were no themes in the area of
non-compliance, and learning from non-compliance
had been addressed.

• There were no separate paediatric surgery emergency
rotas. All paediatric emergency admissions were
managed by the on-call consultant in the relevant
specialty, in close co-operation with the on-call
consultant paediatrician. All paediatric emergencies
were admitted to the paediatric ward at Wexham Park
hospital. There was a dedicated paediatric emergency
department adjacent to the main emergency
department (ED). Emergency ear, nose, and throat (ENT)
cover at consultant level was shared between Wexham
Park and Reading hospitals.

• The paediatric physiotherapy team consisted of a 20
hours WTE band 7, band 6 covering 52.5 hours, and a
rotational band 5 who worked 37.5 hours. This covered
in and out patients.

• Children and young people’s service was within the
on-call service and weekend cover included
orthopaedics. The physiotherapy service was scheduled
to change in November and December 2015 with the
departure of a band 6 to Frimley Park hospital and the
accumulation of spare hours within the physiotherapy
team.

• The Paediatric Psychology team offered four sessions a
week at band 8b, these were divided into two sessions
for paediatric diabetes and two for oncology. There
were also four sessions at band 7 for general
paediatrics. From October 2015 the service was due to
have between three and four sessions of trainee clinical
psychologist time to support the service.

• Paediatric speech and language therapy, (SALT), worked
two days a week, 8.30am to 4.30pm Wednesday and
Thursday, covering ward 24 and outpatients. There was
also a SALT working two full days, Thursday and Friday,
for children and young people with cleft lip and palate
needs.

• The service had a paediatric haematology oncology
service. This was a level 2 paediatric oncology shared

care service (POSCU) with the Thames Valley cancer
network. The service participated in the national peer
review process. The trust achieved 91.7% compliance
with peer review measures.

• The PAU worked closely with staff from the paediatric ED
having shared guidelines, and the consultant from the
ED attending afternoon handovers. Children under the
age of one year could be fast tracked from the ED to the
PAU.

Seven-day services

• The children’s ward, the PAU, and the NNU operated a
24-hour service.

• The middle grade doctors’ rota was altered in
September 2015 to increase the number of middle
grades available at peak activity times and at night.
There was no increase in the number of doctors on the
rota. The senior permanent middle grade doctors were
doing twilight shifts until 1.00am. This allowed patient
flow to continue through the night handover and
support the night registrar until the early hours. The
senior permanent middle grades were doing additional
short six hour weekend shifts 3.00pm to 9.00pm to help
cover peak activity times. Twilight shifts 12.00pm to 1.00
had been introduced in the registrars rota for Friday,
Saturday and Sunday. A third registrar was on site
5.00pm to 10.00pm on Friday evening.

• Two consultants were appointed in August 2015 with an
interest in acute care. Their role was to develop and
support pathways of care with both CCGs and the
Emergency Department (ED). Consultant cover of the
assessment unit Monday to Friday was 9.00am to
5.00pm had been increased. The number of consultants
on site Monday to Thursday 5.00 pm to 10.00pm had
been increased. There was always one, usually two and
sometimes three dependent upon staff annual leave. On
Saturday and Sunday mornings two consultants did a
ward round on the paediatric and neonatal unit. This
facilitated faster discharges and forward rounds to be
completed earlier. This was a recent introduction it was
expected that as a result the unit will be then more able
to manage the acute referrals during the peak activity
times later in the day as the routine work would be
completed earlier.

• During 2015 the consultant working pattern was
modified to see children admitted to the unit within 14

Servicesforchildrenandyoungpeople

Services for children and young people

148 Wexham Park Hospital Quality Report 02/02/2016



hours of arriving at the hospital. The number of
consultants on site between 5.00pm to 10.00pm Monday
to Friday was increased. The service had three
consultant led handovers in any 24 hour period and this
was well established. As well as discussing the in
patients, new admissions were also reviewed by the
consultant at the 10.00pm handover.

• The pharmacy department was open seven days a week
but with limited hours on Saturday and Sunday. There
were pharmacists on call out of hours.

• Physiotherapy services were available seven days a
week. Out-of-hours support was available through an
on-call system.

Access to information

• Senior staff were aware of the trust’s Caldicott Guardian,
this is an appointment whereby the holder has
responsibility to ensure the protection of patient
confidentiality. This meant patients could be sure that
their confidential records would only be shared if
appropriate to do so.

• GP’s were informed of patients discharge on the day of
discharge. Care summaries were sent to a patient’s GP
on discharge to ensure continuity of care within the
community. GP’s could telephone consultants and
registrars for advice following discharge.

• Information staff needed to deliver effective care and
treatment was available to staff in a timely and
accessible way. For example, patients medical records
were stored in lockable trolleys in the doctors’ office on
the wards. Nursing notes were stored in a lockable filing
cabinet on the ward.

• The service used the ‘personal child health record’
(PCHR), referred to as the “red book”, and encouraged
parents to bring these to hospital if their child attended
an appointment or received treatment.

Consent

• Parents were involved in giving consent to
examinations, as were children when they were at an
age to have a sufficient level of understanding. Staff we
spoke with were aware of Gillick competence, this is a
decision whether a child, 16 years or younger, is able to
consent to his or her own medical treatment, without
the need for parental permission or knowledge. Staff

told us they would always speak with a child and
encourage them to involve their parents where
appropriate; but would respect the rights of a child
deemed to be competent to make a decision about
their care or treatment.

• We observed how staff talked and explained procedures
to children in a way they could understand. Services for
children and young people at the hospital were caring.
We observed a number of examples of compassion and
kindness shown by staff across all the departments and
ward areas. For example, we saw a nurse explaining in
accessible language what she was doing, why she was
doing it, and what she would do next to a five year old
who had been admitted to ward the children’s ward.

• All the parents we spoke with told us they felt very
involved in their child’s care. We saw that staff spent
time with children, young people and their parents to
ensure they understood their care and treatment, and
were supported throughout their time in hospital
whether as an inpatient or an outpatient.

Are services for children and young
people caring?

Good –––

Overall we rated services for children and young people at
Wexham Park Hospital 'Good' for 'Caring' because:

Children and young people and their parent were
supported, treated with dignity and respect, and were
involved as partners in their care. Feedback from children,
young people and parents was positive about the way staff
treated patients. Patients and parents were treated with
dignity, respect and kindness during all interactions with
staff and relationships with staff were positive. Staff helped
children and young people and those close to them to
cope emotionally with their care and treatment. We
observed many examples of compassion and kindness
shown by staff across all the ward areas and departments.

Children and young people were involved in making
decisions. Staff spent time talking to children, young
people and parents. Children, young people and parents
understood their care, treatment and condition. Staff
responded compassionately when children and young
people needed help and supported them to meet their
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basic personal needs as and when required. Children and
young people’s privacy and confidentiality was respected
at all times. Children and young people were supported
throughout their time in hospital whether as an outpatient
or inpatient.

Compassionate care

• The trust had implemented the friends and family (FFT)
survey, an average of 98% of children, young people and
parents who responded to the survey would
recommend the service between April and August 2015,
with an average response rate of 22%.

• Throughout our inspection, we observed positive
interactions between staff, parents and children. We saw
staff responding in a considerate manner with children,
young people and their families in all areas we visited.

• Parents we spoke to told us they had been treated with
respect and compassion by the staff and praised staff for
their attitude and approach. A young person on the
children’s ward told us, “They’ve been nice. The nurses
and doctors are kind. They gave me a TV to watch and a
DVD.”

• Staff told us that the hospital had access to interpreters
if required and information in other languages for
people whose first language was not English. We did not
observe any interpreters being used during our
inspection.

• All parents we spoke with told us they felt involved in
planning and making decisions about the care and
treatment of their child. For example, one parent told
us, “They’ve been amazing. They’ve told me exactly
what they intend to do. We haven’t experienced any
waits. The GP rang ahead and a doctor was waiting
when we arrived.”

• We saw that children and young people’s privacy and
dignity was respected by staff drawing curtains when
providing intimate care or treatment. Play specialists
worked with nursing staff on the PAU and the children’s
ward to ensure that children and young people were not
left unsupervised for prolonged periods when they
didn’t have a parent or carer visiting.

Understanding and involvement of patients and
those close to them

• The trust was found about the same as other trusts in
section C2 of the children and young people survey
2014. Questions included, “did the hospital tell you what
was going to happen to your child while they were in
hospital;” and, “did members of staff treating your child
give you information about their care and treatment in a
way that you could understand.”

• All patients and parents we spoke with said that they
had been involved in their care and in making decisions
around their treatment. However, one parent told us
they hadn’t been informed by staff of facilities that were
available for young people on the children’s ward,
including a conservatory room and DVD loans.

• There were age appropriate leaflets and booklets for
children and young people that explained the different
procedures they could have, as well as their medical or
surgical condition.

• Staff encouraged parental involvement in ward rounds.
All patients and parents we spoke with said that they
had been involved in their care and in making decisions
around their treatment. We observed staff
communicating with children, young people and
parents to ensure they understood their care and
treatment. Parents we spoke with told us they felt well
informed and could ask any questions of the staff if they
wished to do so.

• The children’s ward provided a timetable of monthly
activities for children and young people. This included
entertainers including a magician and a balloon maker.
Children were provided with a Christmas stocking at
Christmas and Easter eggs at Easter. Staff assured us
they were aware of the need to be culturally sensitive
during religious holidays.

Emotional support

• It was evident from our discussions with staff that they
were very aware of the need for emotional support to
help children and families cope with their care and
treatment. Parents and relatives we spoke with
confirmed this during our discussions with them.

• The trust’s play specialist team worked alongside
nursing and medical staff to provide support to children
and young people. Staff were aware of how anxiety can
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impact the welfare of the child and made provision,
where needed, to manage this. For example, play
specialists offered support to children who were
undergoing surgery to alleviate their anxiety.

• Parents we spoke with told us they felt confident in
leaving the ward and leaving their children in the care of
staff on the ward.

• Children and young people who were experiencing
mental or emotional distress had access to child
psychologists.

• Children and young people who had received care or
treatment from the service had access to the trust’s
counselling team, made up of British association of
psychotherapy (BACP) accredited counsellors and
therapists.

• Staff told us the hospital Chaplaincy would offer support
for parents and others close to a child who had received
bad news. Nursing staff told us they had received
training in breaking bad news.

Are services for children and young
people responsive?

Good –––

Overall we rated services for children and young people at
Wexham Park Hospital 'Good' for 'Responsive' because:

Children and young people’s services were planned and
delivered in a way that met the needs of children, young
people and parents. The needs of different children and
young people were taken into account when planning and
delivering services.

Children and young people’s care and treatment was
coordinated with other services and other providers. There
were clear pathways for children and young people when
accessing and being discharged from the service. Each
ward and department catered for the needs of individual
children. Complaints were managed in accordance with
trust policy and lessons were learnt.

Service planning and delivery to meet the needs of
local people

• The hospital did not have dedicated paediatric
operating theatres. There was a dedicated theatre for

each specialty and a dedicated emergency theatre. For
the dedicated paediatric lists there was a dedicated
recovery bay for children. For all other lists the trust
aimed to provide a dedicated recovery area for children
but told us this was not always possible. However, the
recovery bay was staffed by appropriately qualified
nursing staff/ODPs. Staff on the children and young
people’s wards as well as surgery staff told us children
were reunited with their families in a timely way
following an operation and would not be left for lengthy
periods unsupervised in a recovery bay.

• The needs of young people were met by two dedicated
young people’s beds in a separate area on ward 24 until
the age of 16. Staff told us young people over the age of
16 would be consulted about whether they would prefer
to be treated on an adult or children’s ward. This
ensured young people received flexibility, choice and
continuity of care.

• The children’s ward offered placements to nursing
students and was using the ‘PAN London’ practice
assessment for nursing students. They had relationships
with link lecturers at a number of universities. The
matron told us offering nursing students practice
placements was an aspect of staff planning, as students
might wish to take up employment opportunities with
the trust.

• Staff said they had a good relationship with child and
adolescent mental health services (CAMHS). The matron
on The children’s ward said CAMHS were very
responsive to requests for assessment and would
attend the ward as soon as possible. Staff told
sometimes they cared for young people with mental
health needs overnight. If a young person with mental
health needs was cared for on the children’s ward an
agency provided a registered mental health nurse
(RMN), who was familiar with the ward, to work one to
one with the child or young person and monitor their
wellbeing.

• The service worked closely with community children
and young people’s services, who had an office based
near the children's ward. Staff told us this made
community services very accessible.

Access and flow

• The children’s ward was closed to new admissions on
one night during our inspection. We asked the trust for
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information on closures to the children’s ward. The trust
informed us that the ward had been closed three times
in the previous three months. Three children had been
transferred to Frimley Park hospital as a result of the
closures.

• There had been 6,984 spells in hospital in the previous
12 months. 77% of these had been emergency
admissions; 5% had been elective; and 18% had been
day cases. The primary diagnosis, 17.1%, for children
aged one and under was acute bronchitis. This was
slightly above the England average16.3%. The primary
diagnosis for children aged one to seventeen was viral
infection, 10.9%. This was close to the England average
of 10.3%.

• The total number of children admitted in the previous
twelve months was 5,004 to the ward, (medical and
surgical), with 2,522 being non- elective medical and 998
non-elective surgical admissions. There were 31 babies
under 10 days old and 252 16 to 18 years old
admissions. Readmission rates were below 10%. The
readmission rate for medical was 8.6%; and for surgical
was 4.6 %. This was a combined average of 7.4%.

• The PAU assessed children who were referred by their
GP. The PAU saw 7,483 children and young people. The
main referral source, 2224, were GP referrals; 2,625 were
from the paediatric emergency department (ED) and
1124 by other emergency means. In December 2014, 852
children were seen in the PAU. Between 95.4 and 100%
of these children were seen and decisions about their
care and treatment were made within the four hour ED
target.

• The PAU general surgical and orthopaedic consultant
led outpatients clinics along with visiting consultants
for: oncology, respiratory, cardiology, gastroenterology,
neurology, general surgery, orthopaedics, nephrology,
urology, cleft lip and palate, and genetics. The was an
average two week waiting time for appointments.

• The length of stay rate was an average of two nights
between October 2014 and July 2015.

• The children’s ward had completed a ‘quality audit of
discharge summaries’ between 18 July and 24 July
2015. During the course of the audit 36 children or
young people were discharged from the ward. Learning

from the audit was identified and an action plan was in
place to address areas for improvement. In August 2015
94% of medical discharge summaries were completed
within 24 hours of discharge.

• The NNU team discussed planned deliveries of babies
with the anti-natal service and delivery suite on a daily
basis.

• The neonatal quality committee report for September
2015 found the overall average occupancy level for NNU
in the previous month was 73%. The optimum
occupancy level was 70% according to BAPM guidelines.
The children and young people’s ‘annual clinical
governance report, May 2015, found that the NNU was
80% compliant with BAPM toolkit for neonatal
occupancy levels. The nationally accepted level is 80%.

• Children could be admitted to the children’s wards from
the children’s emergency department which was
separate from the main emergency department.

• The service offered adolescent transitional clinics for
diabetes, epilepsy and gastroenterology to try and make
this move as easy as possible. The service had a
transitions nurse to assist young people with transitions
in their care and treatment.

Meeting people’s individual needs

• Each ward and department catered for the needs of
individual children. This included ensuring that there
was enough space next to each bed or neonatal cot for a
parent to visit.

• The children’s ward had a conservatory that had been
furnished and decorated for adolescents. There was also
an outdoor seating area with a patio table and chairs
young people or visiting families could use. Young
people could watch DVD’s in the conservatory, that also
had a gaming console young people could use. The
children’s ward had a large play room for younger
children and an outdoor play area this had toys
available and a selection of children’s books and DVD’s.
There was a stock of DVD players that could be loaned
to children and young people as well as a stock of DVD’s.
The DVD’s were stored in a lockable cupboard and
stored according to British board of film censors
classification to ensure children only had access to age
appropriate DVD’s.
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• The trust was found about the same as other trusts in
question 39 of the children and young people survey
2014, “how would you rate the facilities for parents
staying overnight.”

• The NNU had four parent bedrooms that had been fully
refurbished in 2015. Parents could stay with their baby in
the rooms in preparation for discharge or for
compassionate reasons. The service had a breast pump
room with dedicated breast feeding chairs available as
well as a coffee room and full kitchen facilities. There
were also shower facilities. Parents, children and young
people had access to free Wi-Fi and access to TV/DVD
player. Breast Milk fridges were available in each nursery
where mothers' could label and store their milk. Donor
breast milk was available from the John Radcliffe
hospital, Oxford NHS Foundation Trust. Car Parking was
free for parents throughout a baby's stay on the NNU.
Headphones were provided to listen to parents; so that
they could stay near their baby during ward rounds to
encourage 24 hour parental presence.

• The children’s ward had overnight beds for one parent
to stay next to their child. There was a parents room
available that had television, coffee making facilities
and a dining area. Parents had access to a fridge and
microwave to store and reheat their own food. Parents
could have a hospital meal upon request at a charge of
three pounds. We saw a parent purchase a hospital
meal during our visit. This meant parents could stay on
the ward and share a meal with their child. Staff told us
there was no charge for food for breastfeeding mothers.
There were separate toilet and shower facilities for
parents.

• All permanent open access patients received free
parking including outpatients. There were three
isolation single cubicles used for oncology children and
their families that were equipped with a fridge in each
room.

• The trust had a bedroom available where both parents
could stay, for families with a child on the HDU.

• A consultant was available to answer a GP “hot line” for
one hour at lunchtime weekdays for case discussions.
This had resulted in a reduction in GP referrals.

• All of the inpatient areas had facilities for a parent to
stay overnight and sleep. These included pull-down
beds next to the child’s bed. There was parental
accommodation for parents whose children had to stay
in hospital for a long period of time.

• There were sufficient play areas on the wards. Staff we
spoke with told us that the service could meet the needs
of all children admitted to the wards, regardless of the
complexity of their physical needs. We observed good
facilities for children with disabilities. For example, funds
had been made available to improve the ward
environment for disabled children. Staff had been
allocated to look at the use of a toy library, and
purchase specific images for children with autism or
delayed development.

• Adolescents were offered a choice of single sex
accommodation on admission, dependent upon their
clinical needs. The HDU was due to be redeveloped,
when two cubicles would be available for single sex
accommodation with monitoring facilities.

• Staff we spoke with were aware of the process to access
a telephone translation service or face-to-face
translator.

• Translation services were available for parents and
children. A play team was able to provide qualified play
specialists and play assistants to children’s services
seven days a week. The play team were informed of all
planned admissions at handover, and were involved in
multidisciplinary ward rounds, as necessary. Play
specialists provided a seven day service.

• The décor of the children’s wards was dated. However,
play specialists had purchased wall décor that was child
themed. The children’s ward had a good range of play
equipment for all ages which was kept to a good
standard.

• The parents’ rooms provided a variety of written
information about treatment and care for a range of
conditions.

• Wexham Park hospital had a multi faith chapel. A prayer
mat was available to parents with access to quiet room
for religious observance.

• Support was available for children with learning
disabilities or physical needs from the trust’s registered
learning disability nurses, as required.
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• Staff told us that children awaiting an appropriate
mental health bed were cared for on the ward whilst
awaiting CAMHS assessment. In the interim families
were invited to stay with their children on the ward
where appropriate. Staff told us an agency registered
mental health nurse (RMN) would be employed to
provide care for children or young people with mental
health needs. This was at considerable cost to the trust,
which was being discussed with the clinical
commissioning group (CCG).

• Information for parents on access to patient records was
available in the NNU information rack at the ward
entrance; and at the reception area of the children’s
ward. This explained patients’ rights under the Data
Protection Act 1998 and the Freedom of Information Act
2000.

Learning from complaints and concerns

• Complaints were managed in accordance with trust
policy and lessons were learnt. Staff and managers told
us that they preferred to resolve concerns “on the spot.”
Staff said these were not recorded, but if they could not
deal with the concern immediately parents would be
directed to make a formal complaint. Parents we spoke
with all said that they had not raised any complaints
with the service, and they found staff approachable if
they wished to raise issues.

• Information regarding complaints and concerns was on
display in the parents’ room. Leaflets detailing how to
make a complaint were freely available. We only saw
leaflets in English. This meant non-English speakers
would have to request information on how to make a
complaint from staff. Staff told us information in all
languages could be requested on the same day from the
hospitals accessible communications team.

• We saw that complaints and concerns were discussed at
the monthly senior nursing staff team meetings and
departmental clinical governance meetings. Lessons
that could be learned from complaints were discussed
at the meetings and actions to improve care or services
were implemented. Complaints were also reviewed in
the children and young people’s ‘annual clinical
governance report, May 2015.’ Actions the service had
taken in response to complaints were reported to the
board via the report.

Are services for children and young
people well-led?

Good –––

Overall we rated services for children and young people at
Wexham Park Hospital 'Good' for 'Well-Led' because:

The leadership, governance and culture promoted the
delivery of high quality child-centred care. There was a
clear statement of vision and values, driven by quality and
safety, with defined objectives. Strategic objectives were
supported by measurable outcomes that were cascaded
through the children and young people’s service and
throughout the trust. Staff in all areas knew and
understood the vision, values and strategic goals.

The trust board and other levels of governance within
children and families services functioned effectively.
Structures, processes and systems of accountability,
including clinical governance were clearly set out,
understood and effective. There was evidence of children,
young people and their families being engaged with
services. We saw a range of innovations which helped to
provide a flexible and responsive service.

Vision and strategy for this service

• The children and young people’s service had a clear
directorate strategy for 2015-16. This included:
improving HDU capacity and facilities at Wexham Park
hospital and achieving the new high dependency care
for children recommendations; further development of
local paediatric surgery and paediatric ophthalmology.

• The nursing and medical management team were
aware of how they fitted into the wider management
model for the trust. We saw that a new staff appraisal
system had been introduced. The system was linked to
the trust’s values.

• There was a clear local vision and values that had been
developed with children and young people’s staff to
ensure that they aligned with they worked for. These
values were, “best care, best people, best place, best
time.” The values were embedded and underpinned
staff behaviours.

• Most of the staff we spoke with understood the vision
and strategy for developing the service, and said that
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they felt they were kept informed. Staff were also aware
of the trust’s vision and values. Staff told us the trust’s
vision and values were communicated on the trust’s
emails.

• The children and young people’s ‘annual clinical
governance report, May 2015’, clearly defined the
operational, medical, and nursing plans for the next 12
months; there were also plans for clinical governance
for the next 12 months.

Governance, risk management and quality
measurement

• The children’s ward had received a trust wide team of
the year award due to their, “commitment to
excellence.”

• The children’s ward and the NNU conducted monthly
audits of 10 children and young people’s nursing
documentation. There were nurse in charge quality
rounds three times a week on both ward 24 and the
NNU. The lead nurse conducted a quality round weekly
across the service.

• Both the children’s ward and the NNU used a quality
dashboard to monitor the quality of services provided.
The dashboards were themed around the CQC key lines
of enquiry (KLOE). This provided assurances by
collecting information on the quality of care and
outcomes. The dashboards were regularly monitored by
the trust’s ‘quality committee’ for themes and trends.

• There was a governance framework in place and
responsibilities were clearly defined. We viewed an
organisational flow chart; this gave staff guidance on the
structure of the Wexham Park governance framework.
This included monthly local staff meetings that fed into
the paediatric risk management group, as well as
weekly consultants meetings that provided consultants
with the opportunity to meet and discuss issues.

• There were comprehensive governance meetings in
place. These included bi-monthly ‘paediatric clinical
governance meetings’ and ‘paediatric directorate board
meetings’. These meetings contained a number of
standing agenda items including reported incidents,
complaints and infection control. Staff attending the
meetings fed back to children and young people’s teams
following these meetings to ensure teams were

informed of the key issues. The meetings also fed into
the wider divisional structure to ensure that trust-wide
issues were picked up and any concerns from the
children and young people’s group were reported.

• A risk register was in place which identified the key
concerns for the service. The risk register was linked to
the trust’s corporate objectives. There were 10 items on
the register. The risk register was regularly reviewed and
updated. We saw that actions the service had identified
to mitigate risks, had been recorded on the risk register.
The risk register had been reviewed in the children and
young people’s ‘annual clinical governance report, May
2015’.

Leadership of service

• Services for children and young people were very
well-led. The Chief of Service was appointed from
Wexham Park hospital following acquisition.
Departmental level leadership was effective.
Consultants’ roles and responsibilities were defined by
the trust’s job planning process. Staff on the children’s
ward were unanimous in telling us how the matron
on the children’s ward provided outstanding ward level
leadership. The matron on ward 24 had received a trust
leadership recognition award.

• There were governance arrangements in place that
monitored the outcome of audits, complaints, incidents
and lessons learnt throughout the service. We looked at
copies of governance meetings, risk registers, quality
monitoring systems, and incident reporting practices.
These showed that there were management systems in
place that enabled learning and improved performance,
and these were continuously reviewed. For example,
low staff annual appraisal rates were identified on the
NNUs dashboard. However, the quality committee were
aware of this, as this was due to a new appraisal system
being introduced, and an action plan was in place to
address NNU staff appraisals.

• The trust’s paediatric board held monthly meetings,
which key representatives from the neonatal and
children and young people’s services met with trust
representatives. However, the trust did not have a
children’s champion at board level.

• We saw that the local clinical leaders and managers
encouraged co-operative, supportive relationships

Servicesforchildrenandyoungpeople

Services for children and young people

155 Wexham Park Hospital Quality Report 02/02/2016



among staff and teams, and compassion towards
patients. Staff told us that local leaders were very visible
and approachable. We observed the matrons advising
staff on the wards on several occasions.

• Senior ward staff we spoke with said that they felt
supported by senior management, and if they raised
any concerns about the service, they would be listened
to.

Culture within the service

• Staff told us that there was a very positive culture within
teams, and that staff supported each other well. Staff
told us the culture of the service was very focused on
meeting the needs of children and young people who
use the service. We saw that staff worked well together
in multidisciplinary teams to provide holistic care to
children.

• Staff described an open culture, where they were
encouraged to report incidents, concerns and
complaints to their line manager. Staff we spoke with
told us they felt able to raise any concerns.

Public engagement

• The NNU had taken part in the BLISS Picker parents’
survey 2015; this was a national survey to assess
parents’ experiences of neonatal care. The NNU had an
action plan in place in response to the survey. The NNU
had met four of the seven survey recommendations and
was taking action to address areas for improvement.
These were: Parents to have a photo of a baby on
admission, the NNU was offering all parents photos and
some staff had been trained in photography: Parents to
feel more involved in their baby’s care and events, the
NNU had introduced a parent diary for babies, parents
and staff could enter information about activities or
changes in care: To reduce the amount of conflicting
advice parents were given, especially around feeding. A
practice development nurse had completed training in
feeding and staff had received training in the Baby
Friendly Initiative in May 2015 and were attending
monthly updates.

• There were FFT post boxes on all children’s and young
people’s wards. This enabled parents, children, and
young people to take part in FFT patient surveys in both
inpatient and outpatient areas.

• Volunteers spoke to parents, children and young people
for the ‘patient experience tracker’ this found that 90%
of those interviewed would recommend ward 24 to
others; 90% had faith and trust in the doctors, and felt
listened to.

• The service had introduced, ‘you said, we did,’ boards to
the ward areas. The boards informed children, young
people and parents of actions the ward staff had taken
to improve children and young people’s experience of
care and support on the wards.

• The children and young people’s ‘annual clinical report,
May 2015’ reported that the service was in the process of
re-establishing a parent support group. However, staff
we spoke with told us work had not commenced on this
at the time of our inspection.

• There were annual parent’s evenings that involved the
multi-disciplinary teams for: cystic fibrosis and
oncology. The children’s diabetes team held an annual
party for children, young people and parents. These
provided opportunities to meet staff outside of their
traditional hospital roles and share experiences with
other families.

Staff engagement

• We saw a number of examples as to how children and
young people’s staff were kept informed by managers of
service developments. Staff we spoke with said they felt
engaged in services. For example, there was a series of
‘paediatric nursing focus groups’. These provided
opportunities for all nursing staff to hear about and be
involved in service developments, as well as involving
staff in learning from complaints and incidents.

• The trust had introduced a junior doctors’
representative to the monthly paediatric clinical
governance meeting to facilitate communication
between the consultants, senior nurses, pharmacists
and junior doctors; and to ensure junior doctors were
engaged in clinical governance processes. Junior
doctors also had their own monthly meeting in which
they brought together learning from clinical governance
meetings, morbidity and mortality meetings and
safeguarding meetings.

• The staff survey found that NNU staff had reported
finding it difficult due to being rotated with staff on the
paediatric ward due to vacancy rates on the paediatric
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ward having reached 45% at one stage in the previous
12 months. NNU staff had reported finding it difficult
even when supported by a local induction and the
professional development nurse. NNU staff told us the
situation had eased due to new children and young
people’s ward staff having been recruited.

Innovation, improvement and sustainability

• We saw a range of innovations which helped to provide
a flexible and responsive service. For example, there was
a series of ‘paediatric nursing focus groups’. These

provided opportunities for all nursing staff to hear about
and be involved in service developments, as well as
involving staff in learning from complaints and
incidents.

• The service had a ‘what makes a good nurse of doctor’
initiative. This engaged children and young people in
informing the service of their expectations of staff.
Responses to the initiative were displayed on the
children’s ward.
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Safe Good –––

Effective Good –––

Caring Good –––

Responsive Good –––

Well-led Good –––

Overall Good –––

Information about the service
The End of Life Care (EOLC) team at Wexham Park Hospital
were all employed by Berkshire Healthcare Foundation
Trust (community services) with some posts funded by
Frimley Health NHS Foundation Trust. The team consisted
of a consultant, team leader, five palliative clinical nurse
specialists (CNS), a practice educator and a secretary/
multidisciplinary team coordinator. The palliative team
delivered palliative services to all clinical areas across the
hospital and worked cohesively with all areas of the
hospital involved in the care of patients who were on the
EOLC plan.

The palliative care team provided a service seven days a
week 8.30am to 4.30pm. On Saturdays and Sundays one
CNS covered these hours, assisted by the community
palliative CNS when required. Out of hours telephone
support for palliative medicine was provided by a
consultant on a rota system which was shared with East
Berkshire and Buckinghamshire consultants. This covered
two hospices, three hospitals and community teams.

We visited a variety of wards across the hospital including
wards: 1A, 2, 3, 4, 5, 9, 16, 17, 18, 20, Eden and the intensive
care unit (ICU). We also visited the patient affairs office, the
Patient Advice and Liaison (PALS) office, bereavement
office, Macmillan information centre, mortuary and
hospital chapel. We reviewed the medical records of 11
patients at the end of life, seven drug charts and 17 Do Not
Attempt Cardio Pulmonary Resuscitation (DNACPR)
records. We observed care provided by medical and
nursing staff on the wards. We spoke with two patients
receiving EOLC and three of their relatives. We reviewed

information received from members of the public who
contacted us separately to tell us about their experiences.
We evaluated results provided for patient surveys and
other performance information held about the trust.
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Summary of findings
Overall we rated the EOLC services at Wexham Park
Hospital as 'Good' this was because:

National guidance determines precisely what end of life
care (EOLC) should look like for adults diagnosed with a
life limiting condition in all care settings. EOLC is defined
as a patient with less than 12 months to live no matter
what the diagnosis.

Overall we found the EOLC service provided by Wexham
Park Hospital was good. The duty of the inspection was
to determine if the hospital had policies, guidelines and
training in place to ensure that all staff delivered
suitable care and treatment for a patient in the last year
of their life. The hospital provided mandatory EOLC
training for staff which was attended, a current End of
Life Care Policy was evident and a steering group met
regularly to ensure that a multidisciplinary approach
was maintained.

Staff at Wexham Park hospital provided focused care for
dying and deceased patients and their relatives.
Facilities were provided for relatives of patients and
patient's cultural, religious and spiritual needs were
respected. Further supplies of syringe drivers were
purchased to enable a dying patient to receive prompt,
adequate and appropriate medication.

The palliative care team had a high level of evidence
based specialist knowledge. They worked well with the
local hospice and other departments involved in
providing EOLC. The team were well thought of
throughout the hospital. They supported, trained and
gave advice to other staff.

There was evidence that systems were in place for the
referral of patients to the palliative care team for
assessment and review to ensure patients received
appropriate care and support. Through education and
acknowledgement of national guidance the number of
referrals to the palliative care team had increased since
the last inspection and these referrals were seen and
acted upon within 24 hours.

At our last inspection of Wexham Park hospital we found
the EOLC service to require improvement. This was
because the service relied on the drive and vision of the
EOLC team and not through any trust-wide strategy.
EOLC did not appear to be a priority for the trust.

Since the hospital's acquisition by Frimley Health
National Health service (NHS) Foundation Trust the
service had board representation and a dedicated
clinical lead. This had resulted in a well led trust wide
service that had a clear vision and strategy.
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Are end of life care services safe?

Good –––

We rated EOLC at Wrexham Park Hospital ‘Good’ for ‘Safe’
because:

The issues highlighted in the previous report had been
addressed and the service provided safe and effective care
for patients who were recognised to be in the last 12
months of their live. The previous inspection highlighted
there was an inadequate availability of syringe drivers for
use for EOLC patients. The purchase of further supplies and
the monitoring their location when in use had resulted in
this situation being rectified.

The trust provided us with the incidents relating to EOLC
with evidence of learning achieved and the resulting
changes in practice that took place. The trust used an
electronic incident reporting system. Staff gave us
examples of how they reported incidents and the feedback
they received. Staff informed us they were encouraged to
report incidents to enable learning as an organisation.

There were robust systems and processes to ensure that a
high standard of infection prevention and control was
maintained. The mortuary area was visibly clean. Staff in all
departments could show appropriate hand hygiene and
complied with the trusts policies and guidance on the use
of personal protective equipment.

We reviewed 11 medical records and care plans of EOLC
patients. We observed the appropriate prescribing of
medication for patients who were on the EOLC plan. The
palliative care team documented changes in patient care
needs and the management of their medications in the
records.

We saw the documentation used in the mortuary for
recording patients’ details and the patient affairs officer
explained the systems in place to process death, burial and
cremation certificates.

The trust had a programme of mandatory training for all
staff in line with the National Care of the dying Audit 2014
and we saw evidence and records of this training.

Incidents

• The trust used an electronic incident reporting system.
Permanent nursing and medical staff, porters, mortuary
and administrative staff gave us examples of how they
reported incidents. Staff told us the trust encouraged
them to report incidents to help the whole organisation
learn.

• There were no ‘Never Events’ relating to EOLC services.
‘Never Events’ are serious, largely preventable patient
safety incidents, which should not occur if the available,
preventable measures have been implemented.

• A total of 17 unique incidents had been logged since
April 2015 which were attributed to EOLC. These
incorporated incidents in the mortuary, reported by the
palliative team and incidents relevant to EOLC reported
throughout the hospital.

• Syringe drivers were the most common occurring key
theme mentioned in seven incidents. Symptom control
and staff training of syringe drivers in three incidents
and the shortage and availability of syringe drivers was
the principle incident. We were told by senior team and
clinical staff this had been rectified with the purchase of
further supplies and tighter control maintained by
equipment services.

• Two incidents were recorded relating to the discharge of
the EOLC patient. Additionally two incidents were
recorded regarding incorrect documentation made in
patient notes.

• Five incidents were recorded in the mortuary. Two
referred to identification tags on the deceased and three
incidents related to the breakdown of the exterior
freezer. Incidents reported by the mortuary relating to
deceased patients were discussed at monthly medicine
and emergency department directorate clinical
governance meetings. We observed in minutes of the
meetings that action plans were developed where
required.

• Staff told us that monthly morbidity and mortality
meetings were in place. These were attended by
medical and nursing staff. Action points were recorded
at the end of each meeting and learning points
discussed.

• An incident was reported in July 2015 stating that there
was an insufficient number of staff on the ward which
had put the existing staff under stress with the workload
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and had put patients safety at risk. The incident was
investigated by the hospital. The reported lessons
learned were to support staff during changes in
unforeseen staffing shortages and ensure staffing levels
met national guidance.

• The hospital complaints team worked to ensure that all
complaints specific to EOLC were reviewed by the EOLC
lead clinician. A representative from the complaints
office attended the EOLC steering group meetings and
provided a summary of complaints related to EOLC. If
there were any recurrent themes these were addressed
through changes in the education plan.

• The clinical governance team also provided a summary
of clinical incidents related to EOLC governance and
these were themed and addressed through education.

• Additionally, we were informed that there were regular
clinical and business meetings within the palliative care
department where clinical incidents and clinical
pathways were discussed and actions identified.

• A responsibility of the bereavement office was to collect
the deceased belongings and patients valuables from
the wards and store appropriately. Money and jewellery
were kept by the cash office and all other items were
stored in bags in the bereavement office. We were told
by the staff in the bereavement office that this made
them feel vulnerable when working alone. The staff had
highlighted this to their manager but were unable to
provide evidence of reporting or action plans.

• Service users and their families were told when they
were affected by something that had gone wrong. An
apology was given and informed of actions taken. When
we spoke to staff they were able to describe the
rationale and process of duty of candour.

Cleanliness, infection control and hygiene

• We observed that all areas of the mortuary, including
the viewing area were visibly clean. There were cleaning
rotas in place.

• We saw ward and departmental staff caring for patients
on the EOLC plan complying with the trusts policies and
guidance on the use of personal protective equipment
(PPE). We observed staff were bare below the elbow,
sanitised their hands between patient contacts and
wore aprons and gloves when they delivered personal
care to patients.

• We saw on all wards visited that there was hand gel
available at entrances and notices reminding staff and
visitors to use them.

Environment and equipment

• We saw and were provided with the up to date servicing
and maintenance records for all the equipment used in
the mortuary.

• In our last report we highlighted that there was a
shortage of available syringe drivers. We saw evidence
that the hospital had obtained 30 new McKinley T34
syringe drivers to rectify this. These were maintained
and regulated by the equipment services.

Medicines

• The hospital had a Management of Medicines Policy
which was devised for Heatherwood and Wexham Park
Hospitals NHS Foundation Trust in 2013 and was due for
review in December 2015. The policy ensured that
medicines were prescribed, stored, administered and
managed safely according to current best practice.

• All registered nurses and medical staff received training
about the safe use of medication for an EOLC patient
and prescribing anticipatory medication. All patients on
an EOLC plan were discharged from hospital with “Just
In Case” medication which ensured that streamlined
care was maintained.

• The trusts ‘Care Plan for the Dying Patient’ contained
algorithms for symptom management for patients at the
end of their live. The guidelines were comprehensively
set out and presented in an easy to follow manner.
These also contained guidelines for the use of McKinley
T34 syringe drivers including set up and drug
monographs. We spoke with medical and nursing staff
who were able to show us the guidance which was
available on the intranet and in all ward areas.

• Across the wards we reviewed seven medication charts
for patients who were receiving EOLC. Five patients had
been prescribed appropriate anticipatory medication
and two patients were waiting to be reviewed by the
medical team. The charts we observed showed that four
medications had been prescribed but did not specify
whether the diamorphine prescribed was for pain or
dypsnoea. Statement 11 of NICE Quality Standards 2011
states that anticipatory medication should be
prescribed separately for the five key symptoms (pain,
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agitation, nausea, respiratory excretions and dyspnoea)
that may develop in the last hours or days of life. NICE
advises that this should be standard practice to ensure
that patients receive timely and appropriate care.

• The palliative care team had access to a Macmillan
specialist palliative care pharmacist who was employed
by the trust.

Records

• The mortuary manager told us that effective systems
were in place to log patients into the mortuary. We were
walked through the process and were shown the ledger
record book that contained the required information.
We observed that the book was appropriately
completed.

• On visiting the Patient Affairs Office we saw that systems
were in place to process death, burial and cremation
certificates. An officer showed us the process and
explained what the role involved.

• Patients receiving care from the palliative team had
their documentation updated when reviewed. This gave
information around changes in patient care needs and
medicines management. Frontline staff on the wards
then implemented the changes as required, such as
applying a syringe driver or changing medication. We
observed that the palliative team provided a holistic
assessment on their first visit to a patient and
subsequent visits were documented in the patient’s
medical notes. This was then documented on the
palliative team computer system. However, a patient we
observed on ward 5 who had been assessed by the
palliative care team had not been prescribed the five
anticipatory medications recommendations by the
medical team 24 hours later. NICE advises that these be
prescribed to ensure that patients receive timely and
appropriate care.

• Following the withdrawal of the Liverpool Care Pathway,
the trust reviewed their Integrated Care Pathway for the
Care of the Dying Patient and generated a care plan for
the dying patient. Following the release of ‘One chance
to get it right’ 2014 by the National Leadership Alliance
for the Care of the Dying Person, the hospital worked
with the hospice, chaplaincy, community and
Healthwatch colleagues to generate the ‘Care Plan for
the Dying Patient’.

• The care plan was audited by the hospital in February
2015. Results of this audit showed that the care plan
was not being uniformly completed, with a shortage of
documentation recording communication with patients
and their relatives and an involvement of chaplaincy
services. An action plan and education programme was
devised to rectify this.

• Across the wards we visited we reviewed 11 medical
records and nursing notes which contained
individualised end of life care plans. Four patients were
on the ‘Care Plan for the Dying Patient’. However, these
four notes were inconsistently completed. One was
completed by medical and not nursing staff; another
completed by nursing and not medical staff and one
was fully completed by both but not signed by a doctor.

• We observed in the notes there was documented
evidence of on going support by the chaplaincy team,
who placed a sticker in the notes to highlight their input.

• An EOLC patient on ward 18 was not supported by the
‘Care Plan for the Dying Patient’. Staff explained to us
that this was due to the relative’s difficulty with
accepting the situation. However, we observed that
discussions with the family and the escalation plan had
been well documented in the medical notes.

• We saw 17 ‘do not attempt cardio-pulmonary
resuscitation’ (DNACPR) forms and these were all
completed as per national guidance.

Safeguarding

• Safeguarding was part of mandatory training and this
was monitored by ward managers.

• Staff demonstrated a good knowledge and
understanding of safeguarding vulnerable adults. The
relevant local authority and social services numbers
were available for staff.

Mandatory training

• The National Care of the Dying Audit 2014 recommends
that staff receive mandatory training in the care of the
dying. The trust had a programme of mandatory training
for all staff and we saw evidence and records of this
training. All staff who had direct contact with patients
received training for caring for patients and their
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relatives at the end of life. This specifically identified the
need for staff to communicate well and practice care in
line with national and local best guidance. This training
was received at induction with an annual refresher.

• The palliative care team provided a specific session on
EOLC for every induction programme. The palliative care
team had a robust training programme for EOLC for all
clinical staff. Nursing programmes they taught on
included: induction training, preceptorship training and
five EOLC study days for registered and non-registered
staff. Medical staff training included mandatory training,
annual events and an annual conference. The medical
consultant (lead consultant for EOLC) also trained
medical students from Southampton University during
their surgical attachment.

• Safeguarding adults, Mental Capacity Act training and
Deprivation of Liberty Safeguards (DOLS) was included
on corporate induction of all clinical staff and was
included in mandatory patient safety training which
staff attended annually.

• DNACPR was an annual mandatory training session for
clinical staff and was discussed at the induction of
doctors.

• Training for the McKinley T34 syringe drivers was
mandatory for permanent nursing staff and we were
shown the records of attendance. E- learning was
available for all staff and “train the trainer” sessions
were available twice a year. An agency nurse told us that
they did not receive specific syringe driver training from
the hospital but was made aware of syringe drivers and
EOLC at ward level.

• We were shown the mandatory training that the porters
received which was stored electronically on a central
file. The porters and managers we spoke with told us
that their mandatory training was up to date and
included adult and child safeguarding, fire, infection
control, manual handling and mortuary training.

• The porters told us that they had received training to
support the movement of patients to the mortuary after
they had died. The training included the use of the
mortuary out of hours to ensure that mortuary
procedures in and out of hours were adhered to. The

porters we spoke with were able to describe the process
in a knowledgeable manner and were able to
demonstrate that all patients were treated with dignity
and respect.

• The patient affairs and bereavement officers also
evidenced that they were up to date with their
mandatory training.

Assessing and responding to patient risk

• A full review of the trust mortality review processes was
undertaken during 2014-2015. As a result, a trust wide
approach to mortality was initiated by the formation of
the trust mortality review group. The group has led to a
review of ward based early warning systems including
the death certification process which have been
tightened up to ensure that details are discussed with
senior doctors.

• The officers in patient affairs support all bereaved
families with the paperwork and processes for care after
death. They ensure all GPs are notified within one
working day of the death. All doctors when completing
the medical certificate of cause of death complete an
electronic letter to the GP.

Nursing and medical staffing

• The palliative care team consisted of a 0.9 WTE
consultant, 1 x WTE team leader, 3.8 WTE palliative care
clinical nurse specialists (CNS), 0.8 WTE palliative and
EOLC practice educator and medical secretary/
administrative support. The duty rotas were arranged to
ensure that Monday to Friday a minimum of three CNS
were on duty. We were told that there were no vacancies
in the palliative care team and the team leader actively
managed the staffing to ensure safe service provision.

• There was one WTE occupational therapist who worked
specifically with the palliative care team. The hospital
also had three WTE occupational therapists who
supported the discharge of an EOLC patient from
hospital.

• We spoke to an agency nurse who told us they had
worked on the same ward for the previous four months.
They explained that this was a trust initiative to ensure
quality and continuity of care. The nurse demonstrated
their awareness of the process of caring for an EOLC
patient and how they were able to access resources and
support.
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• During our inspection we asked ward managers about
their staffing levels and whether they felt adequate staff
were on the wards when caring for patients on an EOLC
plan. Staff on Eden and ward 5 confirmed that retaining
staff was a main concern but they were aware of the
trust’s efforts to manage the situation. Staff on ward 5
told us that sometimes they were unable to provide
adequate specific EOLC to patients due to availability of
staff and workload.

• Eden ward told us that in the last six months the process
of handovers on the ward had improved. Every morning
and evening there was a handover of confidential
information and then a handover of non-confidential
information took place by the patient’s bedside. The
process had been streamlined to ensure that staff were
able to finish their shift promptly.

Major incident awareness and training

• There was trust wide major incident policy and training.
An adverse weather policy was implemented to ensure
there was palliative care cover in times of emergency.

Are end of life care services effective?

Good –––

We rated EOLC at Wexham Park Hospital ‘Good’ for
‘Effective’ because:

Since the acquisition by Frimley Health NHS Foundation
Trust the hospital had corrected the organisational and
clinical indicators highlighted in the National Care of the
Dying Audit 2014. The hospital had trust board
representation in place and there was access to
information relating to death and dying. A patient
satisfaction survey and bereavement survey had been
developed for implementation by the end of 2015.

The hospital had implemented standards as set by the
National End of Life Care strategy 2008 published by the
Department of Health, the National Institute of Health and
Care Excellence’s (NICE) End of Life Care Quality Standard
for Adults (QS13) and ‘One chance to get it right’ 2014 by
the National Leadership Alliance for the Care of the Dying
Person. We saw the hospital had a regular audit
programme.

The palliative care team provided an EOLC service seven
days a week between 8.30am and 4.30pm, with out of
hours telephone support for palliative medicine provided
by a consultant.

The chapel was accessible 24 hours 365 days of the year.
The chaplaincy team provided a 24 hour on call service for
all faiths via the switchboard.

Alternative EOLC guidance had been developed in
response to the national withdrawal of the Liverpool Care
Pathway. The ‘Care Plan for the Dying Patient’ had been
generated. The hospital was piloting the assessment,
management, best practice, engagement and recovery
uncertain (AMBER) care bundle for patients who were
recognised as being at risk of dying within one to two
months.

Patients on the ‘Care Plan for the Dying Patient’ were
prescribed appropriate medication by medical staff.
Patient’s pain, nutrition and hydration were monitored in
accordance with national guidelines. The palliative care
team supported and provided evidence-based advice to
health and social care professionals from other wards and
departments.

Evidence-based care and treatment

• The National End of Life Care Strategy 2008 published
by the Department of Health, sets out the key stages for
EOLC, applicable to adults diagnosed with a life limiting
condition. The National Institute of Health and Care
Excellence’s (NICE) End of Life Care Quality Standard for
Adults (QS13) sets out what EOLC should look like for
adults diagnosed with a life limiting condition. The 16
quality standards define best practice within this topic
area and these were all being met by the hospital.
Additionally the hospital had implemented NICE Quality
Standards for Improving Supportive and Palliative Care
for adults with the provision of a palliative team.

• We saw that a regular audit programme was embedded
in the hospital. This included the National Care of the
Dying Patient Audit 2015, local use of the ‘Care Plan of
the Dying Patient’, the AMBER care bundle quality audit,
‘do not attempt cardio-pulmonary resuscitation’
(DNACPR) audit and compliance against care of the
deceased adult policy. Also NICE standard 13 for end of
life care and guideline 140 regarding opioids were
audited.
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• We saw evidence across the wards we visited that the
palliative team supported and provided evidence based
advice when caring for patients reaching the end of life.
Guidance and instruction was given regarding complex
symptom control and individualised care of the patient.

• The palliative care team supplied the wards with an
EOLC resource folder which was known as the ‘yellow
box’. During our visits to the wards, staff were able to
show us the resource folder and explain its contents.
Additionally staff were able to demonstrate how they
were able to access the EOLC information on the
intranet and knew how to refer to the palliative care
team.

Pain relief

• The ‘Care Plan for the Dying Patient’ supports the
effective management of pain in dying patients.
Guidelines included prescribing anticipatory pain relief
alongside guidance for other common symptoms.

• We reviewed seven patients’ medical records and drug
charts and saw that patients had regular assessments
for pain and appropriate medication given frequently
and as required.

• The trust undertook an audit against NICE standards for
the initiation of opioids in 2015. No areas of concern
were highlighted but indicated that the hospital needed
to prescribe anti-emetics and laxatives alongside
opioids. The audit showed that EOLC drugs were used
appropriately and in proportionate doses with no
evidence of inappropriate or rapid dose escalation.

Nutrition and hydration

• Risk assessments were completed by a qualified nurse
when patients were admitted to hospital. This included
a nutritional screen assessment tool which identified
patients who were at risk of poor nutrition, dehydration
and who experienced swallowing difficulties. It included
actions to be taken following the nutrition assessment
scoring and weight recording. The 11 care plans we
observed across the wards contained the nutritional
screening assessment and showed where patients had
been referred to the dietician. However, the dietician
had seen a patient on ward 4 and had documented their
assessment in the medical notes rather than the active

‘Care Plan for the Dying Patient’. At patient assessed as
being in the last days or hours of life and commenced
on the ‘Care Plan for the Dying Patient’, only requires
that record to be documented.

• The personalised care plan included prompts to ensure
that the patient and their family’s views and preferences
around nutrition and hydration at the end of life were
explored and addressed.

• We saw the checklist for mouth care for patients on the
EOLC plan on the wards. All 11 care plans we observed
were fully completed except for a patient on ward 17
who required oral hygiene. This was highlighted to staff
by the inspector who observed that the patient received
immediate attention.

Patient outcomes

• The integrated specialist palliative care hospital service
collected data on their database. This service submits
data annually to the National Council for Palliative Care,
thus enabling them to benchmark local activity against
national activity.

• Before the acquisition by Frimley Health NHS
Foundation Trust the results of the National Care of the
Dying audit 2014 showed the hospital achieved four of
the seven organisational indicators and was below the
England average for seven of the ten clinical indicators.
The hospital achieved below the England average for
the trust board representation for care of the dying,
access to information relating to death and dying and
formal feedback processes regarding capturing
bereaved relatives views of care of delivery. However,
since the acquisition the hospital had trust board
representation in place and there was access to
information relating to death and dying. At the time of
inspection a new patient satisfaction survey and
bereavement survey had been developed for
implementation by the end of 2015.

• In 2014 there were 1149 deaths reported at Wexham
Park hospital. Data for 2014/15 showed that 1254 new
referrals to the palliative care team were received
compared to 825 in 2013/14. In 2014/15 56.1% of
referrals were for patients with a non-malignant disease
and 57% (710) of contacts ended in death. The average
length of care at the hospital was 10.4 days and 62.2%
were discharged to home.
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• The National End of Life Care Strategy 2008 published
by the Department of Health, and NICE Quality Standard
for adults (QS13) both defined EOLC as a patient with
less than 12 months to live. The trusts End of Life Care
Strategy 2010-2015 accommodated this recognising the
differing trajectories of dying and the appropriate
individualised care plans required. The palliative team
worked collectively to implement the EOLC strategy.

• The trust piloted the AMBER care bundle which
provided a systematic approach to managing and
documenting the care of inpatients who were at risk of
dying within one to two months. The pilot was trialled in
wards 3 and 17 and will be audited in November 2015.
We saw the AMBER care bundle in practice for a patient
on ward 3 had been completed appropriately with all
discussions recorded.

• Following the withdrawal of the Liverpool Care Pathway,
the trust had reviewed their Integrated Care Pathway for
the Care of the Dying Patient and generated a care plan
for the dying patient. With the release of ‘One chance to
get it right’ 2014 by the National Leadership Alliance for
the Care of the Dying Person, the hospital worked with
the hospice, chaplaincy, community and Healthwatch
colleagues to generate the ‘Care Plan for the Dying
Patient’.

Competent staff

• We were shown evidence that the palliative care CNS
team were all trained in specialist palliative care to at
least degree level and some were pursuing masters level
qualifications. The team leader had a post graduate
qualification in education. The team had completed
advanced communication skills training, psychology
level two training and participated in monthly clinical
supervision with a clinical psychologist.

• The palliative medicine consultant demonstrated
continued professional development in line with the
requirements of revalidation. They were a named
appraiser and clinical supervisor for foundation
trainees.

• All the wards we visited had a link nurse who was an
EOLC champion. We were told that the link nurse on
Eden ward was attending a specific palliative care
course and the link nurse on ward 9 expressed a request
to do more training which was being encouraged by the
trust. Some of the link nurses had also received ‘train

the trainer’ training and were able to train and assess
competences for staff on the wards. For example, the
use of syringe drivers. There were monthly meetings for
EOLC link nurses to disseminate their learning to ward
staff. However, we were told that some nurses were
unable to attend as there was no protected time
allowance. We were told that the senior team were
aware of this and was a point of discussion at the end of
life steering group meeting minutes.

• Staff on Eden ward told us that the trust had funding for
45 places for training specific to their role, including
EOLC, and staff were benefiting from this.

• We saw evidence that nursing staff, mortuary staff,
porters, patient affairs and bereavement officers
participated in annual appraisals and had personal
development plans in place.

• The hospital had encouraged staff to improve their
communication skills by funding them to attend the
‘Sage and Thyme’ training. The model trains all grades
of staff how to listen and respond to patients and their
families who are distressed or concerned. We were
provided with evidence of attendance records and staff
evaluation forms. Staff who attended the course told us
that it was a valuable learning experience.

Multidisciplinary working

• The palliative care team had daily meetings and weekly
multidisciplinary team meetings to discuss treatment
plans for new and current patients. Recent deaths were
also reflected upon. All members of the palliative team
who were on duty, the head of cancer, and
representatives from chaplaincy and pharmacy
attended.

• The palliative care team worked closely with the pain
team, acute oncology team, site specific cancer CNS and
the non-cancer CNS to ensure seamless care was
delivered to patients.

• The palliative care team, including the EOLC practice
educator, supported the stroke and respiratory
multidisciplinary teams to implement the AMBER care
bundle. We were told that they were now supporting the
elderly care wards to implement the AMBER care
bundle.

• On ward 1A we observed a conversation between the
EOLC practice educator with ward staff who was
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explaining the rationale for the prescribing and
administration of additional anticipatory medication for
an EOLC patient. We saw that there was good support
provided for junior staff.

• Medical staff on ward 9 told us that the palliative care
team were very supportive in assisting medical staff to
have sensitive conversations with patients and their
families regarding EOLC.

• All patients known to the palliative care team were
referred to and seen by the chaplaincy team. In the
period April 2014 to March 2015 they visited a total of
2,143 palliative care patients at Wexham Park Hospital.
They were alerted by the computerised referral system
and they also attended the daily palliative care meeting.
To maintain continuity pastoral workers were allocated
specific wards and we observed that they had regular
presence on the wards.

• The chaplaincy team consisted of seven members: three
chaplains and four Macmillan pastoral care workers.
They told us that they possessed other skills and
abilities besides chaplaincy. This included counselling,
grief therapy and social work qualifications which
assisted their role.

• The hospital had a Macmillan information centre
located in the main reception. This was supported by
the trust who employed the manager. They supported
the hospital and community palliative teams and had
strong links with the palliative care nurses. The office
was open Monday to Friday and supported patients and
relatives.

• The palliative care team supported the emergency
department with a rapid response service. If a patient
was on an end of life care plan and the community
teams knew of the admission they would inform the
palliative care team to undertake a review. East
Berkshire and South Buckinghamshire encouraged GPs
to upload advance care plans to their electronic locality
register.

• The hospital palliative care team had an integrated
service specification for specialist palliative care across
East Berkshire that included the acute trust, Thames
Hospice and Berkshire Health Foundation Trust. The
outcomes were aligned across the sectors to serve
patients and their relatives well. The specialist palliative
care medical consultant in the hospital worked in

Thames Hospice two days a week and provided
continuity of care for patients transferred across the
service. The medical consultant attended the
Buckinghamshire specialist palliative care provider
board and the hospital team worked closely with the Ian
Rennie Hospice at Home and with the two palliative
medicine consultants who covered the
Buckinghamshire hospitals and Florence Nightingale
hospice.

Seven-day services

• The palliative care team provided a service seven days a
week 8.30am to 4.30pm. On Saturdays and Sundays
these hours were covered by one CNS and assisted by
community palliative CNS services when required.

• Out of hours telephone support for palliative medicine
was provided by a consultant on a rota system which
was shared with East Berkshire and Buckinghamshire
consultants. This covered two hospices, three hospitals
and the community teams.

• Ward staff could either contact the palliative care team
by telephone or use the 24 hour electronic referral
system. This enabled patients to be seen and assessed
within 24 hours of referral.

• The chapel was accessible 24 hours a day every day of
the year. The chaplaincy team provided a 24 hour on
call service for all faiths and were contactable via the
switchboard. In the period April 2014 to March 2015 the
chaplaincy team made 56 emergency responses out of
hours.

• Viewings in the mortuary were possible out of hours but
staff encouraged them to take place during working
hours Monday to Friday 07.30am – 4.30pm. Out of these
hours there was an on call mortuary attendant.

Access to information

• We were told that GPs were notified when a patient was
started on the ‘Care Plan for the Dying Patient’ and were
notified within one working day of the patient’s death.

• Information leaflets for relatives were available for dying
patients and those on the AMBER care bundle.

• The hospital had a blue butterfly sign which was
attached to doors/ curtains when a patient had died to
inform all staff that the deceased was present.
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Consent, Mental Capacity Act and Deprivation of
Liberty Safeguards

• Medical staff we spoke with understood the DNACPR
decision making process and described decisions with
patients and families. They told us they provide clear
explanations to ensure that the decision making was
understood.

• While visiting ward areas we checked medical records
and we viewed 17 DNACPR forms. We saw that all
decisions were recorded on a standard form, signed by
an appropriately senior clinician. With the exception of
one patient on ward 20, all forms were kept in the front
of the patients notes. Thirteen of the records had
evidence that there had been discussion with the
patient or relative.

• A trust wide audit was performed July 2015 which
audited standards relating to the DNACPR form and
documentation in the patient medical notes. The audit
findings suggested that compliance had been sustained
with providing clear documentation. Good compliance
was evident regarding date of decision, reason and the
record was clearly dated, timed and signed correctly.
The audit however demonstrated that further action
was still required to ensure compliance in other areas.

• None of the 17 records we observed had the review date
section completed. We observed that a patient on ward
2 was admitted to hospital with a form signed by their
GP and dated September 2013. There was no record of a
review since this decision was made. The trust wide
audit (2015) presented that 91.9% of forms had not
stipulated a review date however; this standard did not
require 100% compliance.

• The hospital had implemented the Unified DNACPR
policy as Trust Policy TPP133b in May 2014. Section 11
of the policy states that the DNACPR decision is
regarded as “indefinite unless a definite review date is
specified” or “there are improvements in the person’s
condition”.

• The Resuscitation Council (UK) guidelines 2015 confirm
this but also state that “the decision should be reviewed
whenever the patient is transferred from one healthcare
setting to another”. The guidelines also advise that a

fixed review date is not recommended and should occur
whenever circumstances change. There should be
robust arrangements in place to ensure that they
remain current and appropriate.

• We were told that DNACPR remains a high priority in
teaching and focus remains on the documentation of
the communication of the decisions with the patient
and their relatives. A consultant for DNACPR had been
appointed by the trust.

• The hospital had a consent policy in place which was
based on the model developed by the Department of
Health. The policy included the process for consent,
documentation, responsibilities for the consent process,
consent training and, use of information leaflets to
describe the risks and benefits. The policy also includes
consent for advanced decisions, and guidance for
lasting power of attorneys and mental capacity.

• Staff on ward 4 explained to us the process and
demonstrated a good understanding of completion of
Deprivation of Liberty Safeguards (DOLS) for patients
who were discharged using the fast track system as they
had been assessed as lacking capacity to give consent.

Are end of life care services caring?

Good –––

We rated EOLC at Wexham Park Hospital ‘Good’ for ‘Caring’
because:

Staff provided sensitive, caring and individualised personal
care to patients who were at the end of their life. We were
told about and provided evidence of collaborative working
across the teams to provide exceptional care for EOLC
patients who wished to return home to die.

We spoke with patients and relatives who were
complimentary about the care they had received. Staff
showed us thank you cards and letters they had received.

On the wards we visited we observed compassionate and
caring staff who provided dignified care to patients who
were at the end of their lives.
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Patients and their relatives were involved in their care and
were given adequate information about their diagnosis and
treatment. Families were encouraged to participate in the
personal care of their relatives with support and patience
from staff.

Emotional support was provided by hospital staff and
bereavement care was trust wide. There was an on call
service with access to chaplaincy staff and other multi faith
leaders who supported families in times of loss and grief.

Compassionate care

• During our inspection we observed EOLC that was
sensitive and caring by all staff. The palliative care
multidisciplinary team provided the inspectors with
copies of letters and cards from relatives thanking the
team for their support and care. Comments included:
“you undertook the role with compassion and common
sense”, “patient had a peaceful end” and “you made a
difficult time a little bit more bearable”.

• We observed the interaction between a member of
palliative care team with an EOLC patient and their
relative on ward 16. The nurse demonstrated that they
were competent, knowledgeable, caring and had
excellent communication skills.

• We were informed of two separate incidents of
exceptional care provided for EOLC patients. The joint
and collaborative work between the intensive care unit
(ICU), palliative care team, discharge team, ambulance
service, district nurse and GP enabled two patients to
return home to die. Both of these visits were very
successful and made a significant difference for the
patients and their families.

• The Macmillan information centre told us of two
examples where they had provided exceptional
individualised care for EOLC patients and their families.
One example involved the organisation of a marriage of
a dying patient and the other involved counselling of a
parent who was having difficulty coming to terms with
the death of their relative.

• Staff we spoke with on all wards we visited said that
EOLC was a vital part of their role and they enjoyed the
relationships they formed with patients and their
relatives.

• We spoke with a relative of a patient on ward 9 who told
us that staff were “very caring, explaining everything and

treated the patient and family with respect”. On the
ward we saw three separate letters and cards from
relatives who were very complimentary about the care
and treatment received for their loved ones who had
died on the ward. Additionally prior to the inspection
the inspection team had been notified by a relative of a
patient who had died on ward 9 who complimented the
staff and hospital for the “excellent” care they had
received.

• A relative of an EOLC patient on ward 4 told us that their
relative “couldn’t have had better care even if they had
paid for it”. They told us that they had been given the
choice for their relative to transfer to the hospice and
they preferred for them to stay in hospital.

• A patient on ward 20 told us that they “were pleased
with care received from the ward and the hospital, they
were provided with individualised care and treated with
respect”.

• An EOLC patient on ward 17 stated they were very
comfortable and looked after well but staff were slow to
respond when they shouted. We observed that this
patient’s call buzzer was not within reach.

• We observed that mortuary staff and porters
demonstrated good care of the deceased whilst
protecting their dignity. We were shown thank you cards
and letters the mortuary team had received from
relatives.

Understanding and involvement of patients and
those close to them

• We spoke with patients and their relatives. Staff
providing EOLC were caring and professional. They told
us they felt involved in their care and were given
adequate information about their diagnosis and
treatment. they felt they had time to ask questions and
that their questions were answered in a way they could
understand.

• We observed staff introducing themselves to patients
and their relatives.

• Relatives were encouraged to participate in the care of
patients when this was appropriate. For example, we
observed relatives assisting with mouth care and
personal care.

Emotional support
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• Staff provided emotional support for EOLC patients. We
observed occasions when this occurred.

• Bereavement care was trust wide. The relatives of all
patients known to the palliative care team received a
personalised written card and access for referral for
bereavement support which was provided by the
hospice. All GPs were informed within one working day
of a patient’s death so they could provide appropriate
community centred bereavement support if required.
The emergency department, ITU, paediatric and
maternity provided bereavement councillors for deaths
that had occurred within their departments.

• The chaplaincy service offered access to multi faith
worship 24 hours a day. There was an on call service
with access to chaplaincy staff and other multi faith
leaders. The chapel was a space for patients and
families to have quiet time.

• The chaplaincy team were involved in supporting
families in times of loss and grief. They conducted
monthly funeral services in relation to products of
conception and non-viable foetuses, as well as private
ceremonies in times of miscarriage, still-birth or
neo-natal death. The Books of Baby Remembrance were
held in the chapel with the pages turned daily by a
chaplain.

Are end of life care services responsive?

Good –––

We rated EOLC at Wexham Park Hospital ‘Good’ for
‘Responsive’ because:

The palliative care team was embedded in all clinical areas
of the hospital. They were professional, responsive and
supportive to patients, relatives and other members of the
multidisciplinary team. This was demonstrated with their
specialised advice and knowledge.

All referrals for the palliative care team were accessible 24
hours a day. The team responded promptly to referrals to
assess the patient and plan care. The team met their target
of 100% for face to face assessment within 24 hours for all
urgent referrals and within 48 hours for non-urgent.

The previous inspection had judged this service to require
improvement because of the lack of facilities for visitors of
EOLC patients. At this inspection we found that staff
supported relatives to stay with EOLC patients and
assistance was given with parking permits.

The previous inspection had judged this service to require
improvement because the mortuary viewing area
required refurbishment as it was unwelcoming for relatives.
At this inspection we found the hospital had a suitable
viewing area of the mortuary and a chapel that both
accommodated all faiths as well as no faith. Staff respected
the cultural, religious and spiritual needs of patients. The
palliative care team identified the cultural, religious and
spiritual needs of patients and this was recorded this as
part of the holistic assessment, and supported by the
chaplaincy team.

The chaplaincy team line managed the bereavement
service. This had created a fluid cohesive service and
offered an opportunity to develop and integrate
bereavement support within the trust. The bereavement
officers told us that they aimed to issue the death
certificate on the day of death and had clear systems in
place to support faiths requiring a funeral within 24 hours.

The palliative care team were involved with all discharges
for EOLC patients. They provided ward staff with a rapid
discharge pathway which explained the appropriate action
plan. This explained the actions to be performed and
response time required. This depended on the patients
preferred place of care and what area the patient lived in.

Service planning and delivery to meet the needs of
local people

• During the inspection we observed that the palliative
care team was embedded in all clinical areas of the
hospital. Staff on the wards told us that the team were
professional, responsive and supportive with
specialised advice and knowledge. Where a patient was
referred to the team they were prompt in responding,
assessing the patient and planning care and other
required referrals, for example, therapists. Staff on Eden
ward confirmed that the referral criteria was
unambiguous and patients were seen within 24 hours if
not sooner.

• We observed across the wards we visited that staff
supported relatives to stay with EOLC patients. We were
told and observed that when a patient was recognised
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as in the dying phase all wards would offer patients and
their families side rooms dependant on availability and
suitability. Five recliner chairs were available for
relatives who wished to remain by the bedside.

• The hospital had provided concessions for visitors of
patients who were end of life. Parking permits were
provided to assist with the cost of parking.

• The EOLC lead told us that Eden ward have 3
complementary therapists for cancer and EOLC patients
and 3 members of the pastoral care support team
dedicated to them.

• The mortuary had a viewing suite where families could
visit their relatives. They were escorted by the mortuary
attendant who would stay with the relatives in the
waiting area during the viewing for as long as they
required.

• The bereavement office was open Monday to Friday
09.00am to 5.00pm and employed one full time and two
part time staff. Part of their responsibility was to collect
property and valuables of patients and store
appropriately. Their main focus was to advise relatives
on the process around the death of a patient. The officer
issued death, burial and cremation certificates and
arranged viewing of the deceased with the mortuary.

• Guidance and support was offered immediately after
death from the bereavement office. Contact numbers
were provided to relatives within a statutory booklet.
The bereavement officers told us they were aware of
whom to signpost relatives to if they required additional
support.

• The bereavement service was line managed by the
chaplaincy team which had created a fluid cohesive
service and offered an opportunity to develop and
integrate bereavement support within the trust. The
team had daily meetings and logged monthly team
meetings for support, and planning the improvement of
service.

• The bereavement officers told us that they aim to issue
the death certificate on the day of death but were
unable to provide any data to confirm this. They also
told us that there were clear systems in place to support
faiths that required a funeral within 24 hours.

• We were told that the maternity services had designed
plans to refurbish their bereavement suite and 15
members of staff had already been trained to
accommodate this. One member of staff on the
maternity unit was trained in bereavement counselling.

• The Patient Advice and Liaison (PALS) office was open
Monday to Friday 08.00 to 18.00 and employed one full
time manager and two part time staff. The office was a
spacious office located off the main corridor. It
contained a separate seating area but this did not
accommodate for confidential and private
conversations.

Meeting people’s individual needs

• The mortuary had a viewing suite which was divided
into a waiting and viewing room. The suite was visibly
clean and provided facilities for relatives such as
seating, tissues and information booklets about
bereavement. The suite was neutral without religious
symbols which allowed the suite to accommodate all
religions.

• The mortuary was able to facilitate the transportation of
bariatric patients with the availability of two specially
designed beds. Additionally they had separate baskets
for the transportation of babies.

• The hospital chapel was multi faith with areas that
could be sectioned off to accommodate separate faiths.
A Christian service was provided weekly on a Sunday by
the chaplaincy team and there was a weekly Muslim
service on a Friday which was led by the community.
Other faiths had access to perform ceremonies in the
chapel via the chaplaincy team. We were told that the
team were able to perform services on the wards if
required.

• In 2014 ablution facilities were built to accommodate
ritual cleansing prior to prayer. This was jointly funded
by the trust and the Muslim community and ensured
that the faith needs of the community were met.

• We observed in the care plans and medical notes that
staff respected the cultural, religious and spiritual needs
of patients. It was identified by the palliative care team
and recorded as part of the holistic assessment, which
was supported by the chaplaincy team.
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• The hospital had access to translation services which
were provided by Slough Translation and Interpretation
Services.

Access and flow

• All referrals for the palliative care team were made via
telephone or via the hospital computer system. Referrals
via the computer were accessible 24 hours a day.
Monday to Friday 8.30am to 4.30pm the palliative team
administrator operated the office land line and out of
hours the switchboard had access to a mobile
telephone. The on call consultant for palliative care was
available for telephone medical advice out of hours.

• The palliative care team had a target of 100% for face to
face assessment within 24 hours for all urgent referrals
and within 48 hours for non-urgent. Data provided by
the palliative care team showed that in May 2015 the
team received 127 referrals of which 126 were seen
within 24 hours.

• Where the preferred place of death was known staff
endeavoured to facilitate this. The palliative care team
were involved with all discharges for EOLC patients.
They completed all fast track applications to enable
rapid discharge for patients on an EOLC plan. April 2014
to June 2015 there was a total of 147 applications.

• The use of fast track funding sometimes delayed the
discharge of patients which was caused by where the
patient lived. There was a lack of discharge pathways for
patients who lived in South Buckinghamshire and there
was a lack of capacity for patients who lived in East
Berkshire. The average waiting days for South
Buckinghamshire was 8.7 days and East Berkshire 14
days. The hospital acknowledged this on their risk
register and individual cases were incident reported. For
patients who lived in South Buckinghamshire the
hospital had been working with commissioners to
establish a joined up responsive service.

• We observed that there was good communication
between the community and the hospital for patients
whose preferred place of death was home. In 2014/2015
62.2% of palliative care team patients were discharged
home compared to 40.8% in 2013/2014.

• Ward staff were provided with a rapid discharge
pathway which explained actions to be performed and
response time depending on preferred place of care and
what area the patient lived in.

• Staff on ward 5 explained to us the process regarding
the discharge of a patient to their home with a syringe
driver. This depended on where the patient lived. The
hospital had clear guidance and processes in place
regarding discharging a patient with a syringe driver
who lived in the areas of South Buckinghamshire and
East Berkshire.

• Medical staff on ward 9 informed us that they had
collectively discussed the need to improve the content
in the discharge summaries to ensure that GPs were
better informed and thus able to provide a streamlined
service.

Learning from complaints and concerns

• Staff on the wards we visited explained to us the process
should a query or concern be raised. The person would
be directed to the PALS office. The PALS officer
explained to us they would liaise with the ward, nursing
staff or consultant as appropriate and all efforts were
then made to resolve issues as quickly as possible for
patients and their relatives. The PALS officer told us that
they managed on average 10 to 20 enquiries each day.
On the day of our visit we observed that 10 enquiries
had already been logged for that day and five had been
resolved.

• During our visit we observed the PALS officer manage
with three enquiries and these were all processed in a
professional and efficient manner.

Are end of life care services well-led?

Good –––

We rated EOLC at Wexham Park Hospital ‘Good’ for
‘Well-led’ because:

The EOLC team at Wexham Park Hospital had a well led
clear vision and strategy for the service. It was delivered in a
timely, sensitive manner and was spiritually and culturally
aware. It provided focused care for dying and deceased
patients and their relatives.
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The previous inspection acknowledged that the EOLC
service at the hospital was well led at a local level but was
unable to find consistent evidence that EOLC was a priority
for the trust board. At this inspection the EOLC team had
board representation and a dedicated clinical lead who
was trust wide.

The EOLC team had a risk register, governance meetings
and a strategy and steering group. The trust was
committed to delivering excellent EOLC for all patients. The
leadership of the hospital and the team working within the
palliative care team, delivered care of a high standard and
were proud of the service they provided.

The trust culture encouraged candour, openness and
honesty.

The hospital palliative care team embraced the acquisition
with Frimley Health NHS Foundation Trust and the
re-organisation of services this initiated. Through this
transition the team continued to deliver both patient care
and a trust wide education programme.

Vision and strategy for this service

• The hospital had a vision to ensure that EOLC was
consistent with a trust wide approach. This was to be
delivered in a timely, sensitively, spiritually and
culturally aware manner, with appropriate patient and
relatives focused care of the dying and deceased
patients.

• We saw that the trust wide EOLC five year strategy had
been written and was underpinned by a clear action
plan. The vision, values and strategy were being
developed in line with all who were involved in the EOLC
steering group.

• The vision of the service was to streamline the discharge
pathway. By empowering ward staff to discharge EOLC
patients in a timely manner and ensure adequate
support services in the community that enabled
patients to return home if that was their wish.

• The leadership of the EOLC service recognised that they
needed to identify the dying patient earlier and keep
EOLC as the focus. They told us that 45% of patients die
who were on ‘Care Plan for the Dying Patient’ pathway
and 50% of these had died within 24 hours of its
instigation.

Governance, risk management and quality
measurement

• The hospital had an EOLC steering group which met
quarterly. All serious incidents, complaints, clinical
incidents were reviewed and appropriate actions taken
and changes made to any training plans.

• We saw minutes of the steering group meetings which
were well attended by representatives across the
hospital who were involved in the care of an EOLC
patient. The chair was the trust EOLC clinical lead. There
was board representation as well as the deputy director
of nursing and medicine attending.

• There was a Wexham Park Hospital Supportive and
Palliative Care Multidisciplinary Team Annual Report for
2014/2015. This described the staffing, workload and the
challenges set for 2015/2016.

• There was an EOLC risk register with action plan and
review dates. At the time of inspection the risk register
contained incidents relating to care after death, staffing
of palliative care provision, syringe drivers, DNACPR and
discharge pathways.

• The National Care of the Dying audit 2014 recommends
that all hospitals undertake local audit of care of the
dying, including the assessment of the views of
bereaved relatives, at least annually.

• At the time of inspection the hospital did not have a
working EOLC survey. We were assured that a new
patient satisfaction survey and bereavement survey had
been developed and would be implemented by the end
of 2015.

Leadership of service

• At the last inspection we found that the EOLC services
were well led at a local level but not at trust board level.

• At this inspection we saw that the trust was committed
to delivering excellent EOLC for all patients. Since the
acquisition by Frimley Health NHS Foundation Trust the
hospital had a named board lead trust wide and
an EOLC clinical lead, who was an urology consultant.

• The hospital leadership and the team working within
the palliative care team were of a high standard and this
was confirmed by all staff we spoke with.
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• The hospital EOLC consultant told us they were very
proud of the palliative care team who worked very hard
to perform exceptional care to EOLC patients. Also they
were proud of providing a service seven days a week
and adjusting to the recent changes in the computer
systems.

Culture within the service

• We were told by staff and the senior team that the trust
culture encourages candour, openness and honesty.

• Consultants we spoke with recently felt more able to
engage with senior management.

• Staff on Eden ward and ward 5 told us they were
positive about the acquisition by Frimley Health NHS
Foundation Trust and felt confident about the future.
They were aware of the changes and acknowledged that
it was a slow process. Staff on ward 20 told us they had
‘grown with the trust’, were adaptable and embraced
the changes.

Public engagement

• The palliative care team last completed an annual
patient/carer survey in 2013. At the time of inspection
the hospital did not have a working EOLC, patient
satisfaction or bereavement survey. We were assured
that plans were in place to collaborate a trust wide
monthly patient satisfaction survey. Additionally they
were developing a bereaved relative’s survey of
experience to provide immediate feedback to wards and
services.

• The hospital and palliative care team worked closely
with Healthwatch and the Patient Panel and they were
involved in the development of the ‘Care Plan for the
Dying Patient’.

Staff engagement

• Staff told us they were actively encouraged to express
their views which could help to develop services. We

were told that a business case has been developed to
increase the number of occupational therapists
providing palliative care which would assist the
discharge process.

• The palliative care team told us they were actively
encouraged to report any concerns regarding wards that
may affect the care of an EOLC patient. For example,
staff shortages and training issues.

Innovation, improvement and sustainability

• The chaplaincy team had recently won an award from
the ‘International Journal of Palliative Nursing’ for their
innovation in palliative care.

• The hospital palliative care team continued to deliver
both patient care and a trust wide education
programme whilst embracing the acquisition by Frimley
Health NHS Foundation Trust and the re-organisation of
services. They had built an external relationship with the
commissioners of EOLC in both East Berkshire and
South Buckinghamshire to take service improvements
forward.

• The leadership of the EOLC team were examining a joint
working model with community services to maintain
sustainability. The hospice had business plans in place
for the future of palliative care at the hospice and the
hospital's EOLC team were proactive in their plans to
work with them in an integrated manner.

• The palliative team as a multidisciplinary team
resourced the expertise of its colleagues to ensure the
continued individualised care for patients at the end of
their lives.

• Working in collaboration with other members of the
multidisciplinary team enabled two patients who were
in the dying phase of their illness to be discharged home
to die. The learning from these case studies formed the
basis of a training conference to highlight the wishes of
the patient and their treatment goals. The fundamental
lessons learned was to accommodate patients who
wished to spend their final days at home with their
families.
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Safe Good –––

Effective Not sufficient evidence to rate –––

Caring Good –––

Responsive Good –––

Well-led Good –––

Overall Good –––

Information about the service
Wexham Park Hospital offered outpatient appointments for
all specialties where assessment, treatment, monitoring
and follow up were required. The hospital has 41 medical
and surgical specialty clinics, as well as paediatric and
obstetric clinics. There were 251,810 outpatient
appointments at the hospital in the last calendar year.

The diagnostic imaging department carried out routine
x-rays, magnetic-resonance imaging (MRI), computerised
tomography (CT), mammography and ultrasound. In the
last year, 226,194 people used this service.

During the inspection, we spoke with 113 members of staff,
which included managers, nurses, administrative staff and
allied health professionals. We spoke with 29 patients and
their relatives. We visited all outpatient areas, the booking
centre and all areas of diagnostic imaging.

At our last inspection of Wexham Park, we rated the
outpatients and diagnostic imaging departments
as required improvement. We found that some
improvements were required to keep outpatients services
safe for people at Wexham Park Hospital. These included
better infection control and systems. Insufficient work had
been done to improve the booking and appointments
systems, waiting times, and the cancellation of clinics.
During this inspection, it was clear improvements had been
made in several areas.

Summary of findings
Overall we rated the outpatients and diagnostic imaging
departments at Wexham Park Hospital as 'Good' this
was because:

The hospital consistently met waiting and treatment
times in line with national standards. Professional staff
treated patients with kindness, dignity and respect. The
outpatient and radiology departments followed best
practise guidelines and there were regular audits taking
place to maintain quality.

The booking centres had processes to ensure patients
received appointments within the appropriate
timeframe. There were fail-safes in place and medical
staff assisted management if required. Medical record
management enabled clinicians in outpatients to have
access to patients’ records more than 99% of the time.
The radiology department had worked to reduce
waiting times in the past year,

Staff were competent, professional and treated patients
with dignity and respect. The outpatient and diagnostic
imaging department appeared clean and well
maintained. Staff demonstrated good infection control
practices. Equipment was serviced and maintained
regularly.

Every member of every team contributed positively to
patient care. All staff shared the vision and values of the
hospital and good leadership was visible at all levels.
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Staff worked hard to deliver improvements in their
departments. They were proud of their achievements
and had the vision and energy to continue with
improvements and develop services further.

Are outpatient and diagnostic imaging
services safe?

Good –––

We rated the outpatients and diagnostic imaging at
Wexham Park Hospital 'Good' for 'Safe' because:

During our last inspection we saw improvements were
required in infection control systems. During this inspection
we saw good infection control practises and process in
place.

Robust systems had been established to monitor safety
throughout the service. Staff within these departments
understood incident-reporting processes. There was
feedback and learning from incidents, through all staff
levels. Clear and consistently followed standard operating
procedures were in place and policies helped keep patients
from harm. Medicines were stored and managed safely and
securely.

Health records management was outstanding and more
than 99% of records were available to staff working in
clinics.

Equipment was serviced regularly and in the diagnostic
imaging department equipment was maintained in line
with the standards required. The waiting areas and clinic
rooms appeared clean and well maintained,
however regular cleaning was not recorded consistently.

Incidents

• Staff reported incidents using an electronic reporting
system. Outpatient staff discussed incidents at a daily
communication meeting. We saw that outpatient
service managers displayed information relating to
incidents on a communication board in the staff room.
Senior nurses reviewed information about reported
incidents at the senior nurses meeting and the
governance meeting for the directorate. Managers
passed any lessons learned at governance meetings
back to their teams and displayed this information on
the communication board.

• Clinical governance meetings occurred every month,
where radiology staff discussed learning from incidents.
Staff in radiology gave us examples of changes made
because of an incident. The introduction of a pause and
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check system in radiology was because of an incident
reported to the CQC. In April 2015 the department had a
review of these checks. It showed that 100% of
radiographers checked the identification of the patient
and documented this on the request form. This was in
line with the identification check policy.

Cleanliness, infection control and hygiene

• Hand gel was available throughout the main reception
and outpatient waiting areas. There was clear signage
indicating the importance of hand hygiene. In clinic
rooms there was ‘5 steps to hand hygiene’ guidance on
the hand washing dispensers. This was in line with
World Health Organisation advice. Posters on clinic
rooms walls encouraged patients to ask staff members
to wash their hands if they did not see them doing so.
Hand gel was available on every desk in each treatment
room. There was a hand washing basin in every room
we saw. We saw staff in clean uniforms and bare below
the elbow. However, we did not see any staff or patients
using the hand gel as they entered and left the
outpatient department, during our inspection. The hand
hygiene audit score for the last month was 100%, which
was greater than the target score. We were unable to see
staff hand washing between patients, as clinic room
doors were shut when patients attended.

• Daily cleaning checklists, which included equipment
cleaning, were on the back of each clinic door. Of the
four cleaning checklists, we saw (rooms three, four, five
and 14), the checklist had been completed 51 times out
of a possible 153, when the clinics ran. This meant we
could not be sure that regular cleaning checks of the
ward or equipment were taking place. However, rooms
and equipment looked clean. There was no dust visible
on rails or skirting boards when checked. We saw green
‘I am clean’ labels in an equipment cupboard. We did
not see green labels on any equipment to indicate it had
been cleaned.

• Disposable curtains were in all clinic rooms we visited.
They were clean, free of dust, and labelled and dated.
The dates were within six months of the inspection.

• The most recent score for the infection control and
hygiene audit in outpatients was 95%. Hand gel
sanitizer, personal protective equipment and sharps
bins were available in all rooms we looked in.

• The endoscopes used in the ear, nose and throat (ENT)
clinics were cleaned between each use with a triple
cleaning system. At each of the three stages of cleaning,
a label was stuck in a record book, which demonstrated
which wipe staff used. The records showed each time an
endoscope was cleaned with the three stages
completed. At the end of the clinic, staff placed all of the
scopes used in a red tray and took them to the
endoscopy unit, where they had additional cleaning.
Other instruments in ENT were single use, which
minimised infection to patients. However, in clinic
rooms three and five, some pieces of equipment were
reusable. They had been sterilised, but in clinic room
three their expiry date was 10th June 2014 and 12th
August 2014. In clinic room five the expiry date for one
piece of equipment was 6th November 2011 and
another had no date of expiry on it.

• Waste in clinic rooms was separated and in different
coloured bags to identify the different categories of
waste. This was in accordance with HTM 07-01, control
of substance hazardous to health and Health and Safety
at work regulations

• We saw sharps bins available in treatment areas where
sharps may be used. This was in line with health and
safety regulation 2013 (The sharps regulations), 5 (1) d.
This requires staff to place secure containers and
instructions for safe disposal of medical sharps close to
the work area. We saw labels on sharps bins had
signatures of staff, which indicated the date it was
constructed and by who.

• In the radiology department, they demonstrated regular
cleaning of rooms and equipment with checklists. The
most recent cleaning score sheet audit scored an
average of 99% in clinical areas.

Environment and equipment

• At the main reception desk, there was no barrier or sign
to keep queuing patients at a confidential distance.
Patients booking in could be overheard which could
result in a breach of confidentiality. Staff told us there
used to be a barrier and a sign, but that it had
been removed. We saw a wheelchair accessible waiting
desk at the main reception.
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• The outpatient area had separate clinic areas, with
dedicated waiting areas for each clinic. Seating was
made of wipe clean fabric with some higher chairs
available. Waiting areas suitable for children had toys
available. Staff cleaned toys every evening

• All electrical equipment in rooms we visited had a
recent portable appliance test, which indicated the
equipment was safe to use. We saw complete and up to
date service records, for equipment serviced yearly.

• The resuscitation trolley in outpatients was a sealed unit
and checked daily by two members of staff. The
resuscitation trolley in radiology had daily checks and
we saw complete checklists.

• We saw appropriate warning signs and lights outside of
rooms in accordance with ionising radiation (medical
exposure) regulations (IR (ME) R 2000). The Radiation
Protection Advisor performed an annual quality
assurance (QA) check on equipment in the radiology
department. Departmental staff also carried out regular
QA checks. This indicated equipment was working, as it
should. These mandatory checks were in line with
ionising regulations 1999 and the ionising radiation
(medical exposure) regulations (IR(ME)R 2000).

• Lead aprons were available and checked regularly. The
next checks were due in November 2015

• The waiting area for blood tests was small, with waiting
patients overflowing into the corridor in the morning of
our inspection. This waiting area was empty in the
afternoon. The manager had submitted a business case
to extend the waiting area. This would provide an extra
space for patients waiting in radiology. The radiology
management team told us this was now being actioned.
In addition to this, there would be space for extra
treatment areas for patients having blood tests.

• The computerised tomography (CT) scanner was on the
trust risk register. A local scanner had been installed
but unavailable for use at the time of inspection and the
scanner at Wexham Park was a single point of failure. A
mobile CT scanner had been available for use if the
scanner at the hospital failed. There had been no
significant incidences of service interruption reported as
a result of the scanner failure. Planning and funding was
in place to go ahead with a project to install a new CT
scanner at Wexham park.

Medicines

• Medicines in outpatients were stored in locked
cupboards. The key to the medicine cupboard was
stored in a locked cupboard and a registered health
professional held the key to this cupboard. This was in
line with good medicines management.

• Prescription pads were stored in a locked cabinet. If a
prescription pad was required, a registered member of
staff signed it out and signed it in again when returned.
Staff documented the serial number of the prescription
pad, along with the hospital number of the patient and
the medication prescribed. This demonstrated safe and
secure management of prescription pads.

• Staff had a good understanding of the policy for giving
contrast media out of hours. We saw the policy, which
was in date and in line with royal college of radiographer
standards.

• Medicines in radiology were stored in a locked
cupboard. Controlled drugs were stored in a double
locked cupboard and a registered health professional
held the keys. This was in line with standards for
medicines management. Staff checked medicines daily
and all medicines we saw were in date. Staff checked
and ordered medicines weekly to keep adequate
supplies and manage stock.

• Patient group directives (PGD) provide a legal
framework for the administration of medicine by a
registered healthcare professional. In radiology out of
three PGDs we saw, one should have been reviewed in
May 2015, one was due for review in October 2015 and
one was due for review in September 2016.

Records

• Staff from medical records brought patients notes to
clinic every morning. Staff put notes in a locked trolley in
the appropriate clinical area. A member of staff held the
key to the trolley and took out patient’s notes as
required. We saw the locked trolley and members of
staff removing notes as required. This demonstrated
that notes were being stored safely and securely in
accordance with the data protection act 1998.

• Reception staff placed a patient’s notes face down once
they had booked in, to maintain confidentiality. A
coloured form in the patient’s records helped the doctor
or nurse to inform reception staff of when the patient
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needed their next appointment. The doctor indicated
on the form, when the patient needed to return to clinic.
Patients returned the form to the reception desk,
following their appointment. The reception staff put this
information into the computer system. Staff closed the
clinic list when every patient had another appointment
or outcome. This prevented patients being lost in the
system.

• We looked at 10 sets of medical records. All notes were
legible, dated and signed, which was in accordance with
the hospitals documentation policy. We saw
documented evidence of consent and risk assessments.

• The availability of medical records for patients attending
outpatients was regularly greater than 99% for the past
12 months. The hospital target was 99%. The most
recent audit of medical records showed that 0.2% of
medical records were not available the month prior to
inspection. Over last the 12 months, 0.3% of incidents
relating to medical records were because medical notes
were unavailable.

Safeguarding

• Staff demonstrated good knowledge about how to
manage any safeguarding concerns. All staff named the
named nurse for both adult and children safeguarding
concerns. The names and contact details of these
nurses were clearly visible in staff only areas. The
computer system could alert staff to any on-going
safeguarding concerns and was only visible to staff. If a
child did not attend their first appointment another
appointment was sent. If they did not attend a second,
the Consultant would review the child’s notes and
appropriate further action was taken. There were two
safeguarding alerts made in outpatients in the past 12
months.

• In the radiology department, all staff had completed
level one and two safeguarding children and vulnerable
adult training. All Band 7 staff and above had level three
safeguarding children training, which was in line with in
the Safeguarding Vulnerable groups Act 2010. It also
followed the royal college of paediatric child health
guidance, 2010, for staff interacting with children.

• Staff could chaperone in the radiology department in
accordance with the royal college of radiography
guidelines. In the outpatient department, staff could
chaperone in accordance with the trust's chaperone
policy.

Mandatory training

• Nursing staff told us they had protected time in order to
remain up to date with essential training. Ninety-two
percent of nursing staff had completed once yearly
essential training within the period. All staff had
completed their essential training required within the
three yearly timescale. Essential training had included
moving and handling, safeguarding, mental capacity
and infection control.

• All staff in radiology felt they did not have time to
complete essential training because staff numbers were
low; 78% had completed their essential training within
the required period.

Assessing and responding to patient risk

• There was a comprehensive failsafe system in place for
the management of referrals for suspected cancer. A
referral received into the booking centre from GP fax and
scanned onto computer. On receipt of the referral, the
GP received notification. If the GP did not receive a fax
within 48 hours (alerted via computer), an alert arose. A
medical team looked at referrals on this pathway to
check they were on the correct pathway. Bookings staff
put the referral into a computer folder for the relevant
speciality and the patient telephoned with an
appointment. This was in accordance with the access
policy for cancer patients and followed the standard
operating procedure for booking patients with
suspected cancer. It gave assurance that patients in this
group received their first appointment in a timely
manner. In addition to this, the booking centre had
identified some patients cancelling or not accepting
their appointment as they were not aware of the
importance of it. They had devised a form to prompt the
referring GPs to highlight to patients with suspected
cancer the importance of attending their appointment
as soon as possible

• Medical staff monitored referrals, so they received
treatment at the right time. Doctors looked regularly at
choose and book referrals, suspected cancer referrals
and patients that did not attend. They assessed whether
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they needed to an appointment sooner rather than later
or could be discharged, if another appointment was not
needed. This was supported by weekly tracking list
meeting, which monitored where patients were on the
pathway, for outpatients and radiology

• Unwell patients often came to the main reception area
on their way to the emergency department. There had
been some instances were these patients had become
more unwell. Because of this, the outpatient leads had
decided that all staff in outpatients should have
intermediate life support training. This would help staff
to be able to deal with these patients quickly and
appropriately. The plan was to achieve this by
December 2015.

• We observed good practice for reducing exposure to
radiation in the diagnostic imaging departments. Local
rules were available in all areas we visited and signed by
all members of staff. Radiology staff had a clear
understanding of out-of-hours protocols and policies.
Exposure charts give details of the recommended
amount of ionising radiation to obtain an x-ray image of
diagnostic quality. We saw exposure charts were on file
and in date.

• Radiology department policies and protocols were
mostly up to date. However, the fire safety policy, fire
risk assessment and fire emergency plan were out of
date. Managers were reviewing the policy for
management of emergencies at the time of inspection.
Policies were in the process of being combined with
trust wide policies

• Staff carried out regular risk assessments on patients.
They explained if a patient attended at the upper end of
the weight limit for equipment, they would consult the
bariatric nurse. A, risk assessment would be done, but
not formally recorded. This was in accordance with the
management of the bariatric patient policy. It is also in
line with guide to the handling of people under Health
and Safety at work Act, 1974.

Nursing staffing

• At least one trained and one untrained nurse staffed the
outpatient department during clinic opening times. The
department did not use agency staff. The department
would use their own staff as bank, if they needed
additional staff.

Radiology staffing

• At the time of our inspection, the radiology department
was operating with more than 14 whole time equivalent
posts below their establishment. In order to deal with
this shortfall, staff ran the department by working a
dayshift after a 12-hour night shift. This meant they
could sometimes work for a 24 hour period. Staff
turnover was consistently worse than the 12% target at
16.38% . Managers told us a new post had been created
to deal with recruitment and retention. In addition to
this they had recruited their own students and had
agency staff to support.

Medical staffing

• There was a radiologist available in the department
until 8pm every weekday, then available on call. In
addition to this, a radiologist was available from 9am to
5pm at the weekend.

• Outpatient medical staff told us they received good
support from consultants in clinic. A clinic would not
run, if there were no consultant available.

Major incident awareness and training

• Several staff gave us an account of the process within
the department in the event of a major incident. This
was in line with the major incident policy.

Are outpatient and diagnostic imaging
services effective?

Not sufficient evidence to rate –––

Staff in the outpatients departments had good awareness
of the best practise guidelines for treatment and medicines
management. Both the outpatient and radiology
departments demonstrated following the national institute
of clinical excellence (NICE) guidelines. Both departments
had undertaken local audits and there was a plan of
clinical audits to be undertaken.

There was evidence of good team working in clinics, the
radiology department and across the specialities.
Outpatients clinics ran in the in the evenings and at
weekends. The radiology department provided a 24 hour a
day, seven days a week on call service.

Outpatientsanddiagnosticimaging

Outpatients and diagnostic imaging

180 Wexham Park Hospital Quality Report 02/02/2016



Staff were competent in the outpatients and radiology
departments we saw documentary evidence to support
this.

Evidence-based care and treatment

• The diagnostic imaging department was following a
variety of national institute of clinical excellence (NICE)
guidelines. They met NICE guideline, CG68 for the
diagnosis and initial management of acute stroke and
transient ischemic attack (TIA) All patients were scanned
within the hour if a suspected stroke occurred on
Hospital grounds. NICE guideline, CG112 for sedation in
children and young people was followed as all children
undergoing an MRI were sedated. Staff in radiology met
the guidelines for imaging the spine in known cancer,
NICE guideline, CG 75. Patients had access to urgent
magnetic resonance imaging (MRI) within 24 hours .
There was also an on-going audit for true cord
compression. In addition to this there were a number of
local audits taking place in relation to infection control
and hand hygiene.

• The imaging department had policies and procedures in
place. Six policies we saw were in date and staff had a
good understanding of them. Fire risk assessment was
due to be done in July 2015, but had not. Radiography
policies we saw were in line with regulations under IR
(ME) R and in accordance with the royal college of
radiologist’s standards.

• In outpatients all chronic heart failure patients were
seen by a specialist and had an echocardiogram within
2 weeks of referral. This was in line with NICE guideline
QS9. The average outpatient echocardiogram
turnaround time was 2-weeks when last audited. A
weekly outpatient clinic had been established to ensure
all patients diagnosed with venous thromboembolism
(VTE) events had a review as per NICE Guidelines, QS29.
At the clinic, aspects of anti-coagulation were reviewed
and clarified, whilst appropriate patients could be
investigated for underlying causes of VTE.

• In the plaster room, staff had been using a boot for the
conservative management of achilles tendonitis. They
planned to present the results at an international
conference.

Pain relief

• Analgesia was available in the radiology department for
patients in pain, if they required it.

Competent staff

• In radiology we saw competency documents which
indicated staff had competence in a variety of skills,
required to perform their duties safely. This included
working at night, in theatre and in the justification of
plain x-ray examinations. They ran a development
programme which involved a six month induction to
Band 6 level.

• Agency staff in radiology signed a document to indicate
they had read policies and local rules. We saw these
documents, all staff had signed them.

• We saw the induction pack which included the hospitals
values, complaints management, consent process and
incident reporting.

• The radiology department stored a list of people able to
refer patients for a test. This gave assurance people
referring patients for diagnostic tests were competent to
do so.

• Staff in outpatients and radiology told us they had
appraisal, but did not always have documentary
evidence of this. In radiology all staff had completed an
appraisal or one booked . In outpatients 13 of 21 staff
had an up to date appraisal, three were due within the
next month and five were overdue. The hospital stated
the current system of recording appraisal
completion was failing to capture all activity. It required
the appraiser/manager to actively record the appraisal
date and ratings after the appraisal discussion and as a
separate process. They aimed to move the appraisal
process from paper based to electronic system which
would result in more accurate reporting of appraisal
completion.

• Staff overall felt over the past year they had the
opportunity to develop. However, some staff told us
they had their training requests declined because of
staffing shortages in radiology. The radiology manager
told us he was not aware any training requests had been
declined.

• Staff in radiology felt low staffing levels had affected
their training levels. They could not attend training
identified in their personal development plans because
of lack of staff to cover in their absence. When we

Outpatientsanddiagnosticimaging

Outpatients and diagnostic imaging

181 Wexham Park Hospital Quality Report 02/02/2016



discussed this with the radiology manager, he was
unaware this was the case. Staff in radiology had
appraisals to complete contributed to their continuing
professional development. Seventy-four percent of
radiology staff had completed their appraisal.

• Staff felt their appraisal was meaningful and the
introduction of values has given the process more
structure. 14 of 17 staff nurses that were eligible for an
appraisal had completed it. Two other staff had booked
their appraisal within the week following our inspection.

Multidisciplinary working

• The transient ischaemic attack (TIA) rapid access clinic
provided a 'one-stop' clinic for patients identified as
having a potential for low risk TIA. The clinic saw
patients within 7 days. The clinic ran Monday’s,
Wednesday’s and Friday’s providing access to
diagnostics tests to aid diagnosis and on-going
management. Staff gave patients a management plan.
They sent a summary to the General Practitioner (GP).
The clinic discharged most patients, but some received
another appointment if it was necessary.

• The rapid access chest pain clinic saw patients sent
from their GP for suspected angina or with a new onset
of chest pain. The clinic saw patients within 14 days of
referral. Clinics were nurse led and run daily at the
hospital. Patients had appropriate tests and were
discharged to their GP if their chest pain was not cardiac
in origin. The nurses followed up the results and gave
feedback to both the patient and GP.

• Radiology staff members attended 22 different
speciality, multidisciplinary teams.

• There was good team working between the booking
centre team, service managers, imaging team and
clinicians to manage waiting lists and breaches.

• The radiology department had provided imaging
support for one-stop clinics to for a number of
specialities. It also provided support for
multidisciplinary team meetings.

Seven-day services

• Radiology consultants worked seven days a week. The
radiology department provided a seven day, on call
service.

Access to information

• Staff had access to full medical records more than 99%
of the time in the last 12 months. This was better than
the target score of 99%.

• Radiology examinations were available on a secure
computer system. Staff had individual pass codes to log
on to the system.

Consent, Mental Capacity Act and Deprivation of
Liberty Safeguards

• An audit of consent was complete in the computerised
tomography department. There was 100% compliance
in staff gaining patients consent.

• In medical records we looked at, consent was
documented. There were consent forms available in all
ear, nose and throat (ENT) rooms. These covered
consenting patients and clinical procedures.

• 64% of nursing staff had received training in the Mental
Capacity Act.

Are outpatient and diagnostic imaging
services caring?

Good –––

We rated the outpatients and diagnostic imaging
departments at Wexham Park Hospital 'Good' for 'Caring'
because:

Staff continued to treat patients with kindness, respect and
staff they interacted with behaved in a very professional
manner. Patients we spoke with were happy with the care
they received and told us staff had given them good
explanations about their care. They told us staff treated
them with dignity and respect at all times.

We saw staff had processes in place to respect patient’s
dignity and respond to their individual needs. We saw staff
interacting with patients in caring and respectful manner.
We witnessed staff informing patients of any clinic delays
and giving the reasons for those delays.

Compassionate care
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• Friends and family tests were available at the reception
desk and advertised in 10 different languages. For June,
July and August 3,397 patients responded on average
each month. During that period, 94% of patients would
recommend the hospital and 2% would not.

• In radiology the last friends and family test was 98%
patients would recommend the service and less than
1% of patients would not recommend the service. This
was better than the England average for outpatient
services which is that 92% patients would recommend
services and 3% would not.

• Patients felt that staff were friendly, efficient, and
professional and provided a good service. We saw a
member staff take a patient away from the main
entrance of the department as it was cold, to a warmer
area. In another area, a member of staff gave a colouring
book to an upset child. We saw staff dealing with an
unhappy patient in a very professional manner. Staff in
outpatients and diagnostic imaging dealt with patients
in a courteous and skilled manner.

• In outpatients, there were individual clinic rooms, with
signs on doors to provide privacy for patients. In
radiology, the layout of the waiting area made it difficult
to preserve patient’s dignity, when they were on a
trolley. Curtains were in place in this area, but only went
around the trolley half way. This left the patients visible
to others waiting or walking through the department.
The hospital had plans in place to expand and alter this
waiting area to deal with this.

Understanding and involvement of patients and
those close to them

• Patients we spoke with told us they had received
enough information prior to their appointment and that
the team treating them had given a good explanation of
the investigations they were going to have and why.

• We saw there were a variety of health-education
literature and leaflets produced by national bodies.
Some of this information was general in nature while
some was specific to common ailments. This literature
was available in all waiting areas of the outpatients
departments.

Emotional support

• Information boards displayed information about
support available from Macmillan nurses for patients

living with cancer. There was also advice about support
available for those patients trying to stop smoking. In
addition to this, advice about giving up smoking and a
link to a website was routinely on the back of
appointment clinic letters. There were also carers
support group advice and information about who to
contact.

Are outpatient and diagnostic imaging
services responsive?

Good –––

We rated the outpatients and diagnostic imaging
departments at Wexham Park Hospital 'Good'
for 'Responsive' because:

During our last inspection we saw that insufficient work
had been done to improve the booking and appointments
systems, waiting times, and the cancellation of clinics.
During this inspection we saw that staff monitored clinic
waits and service managers were contacted if there were
delays of more than an hour. The booking centre had good
systems and processes in place to ensure that all patients
received an appropriate appointment in a timely manner.

At the last inspection there were delays in diagnostic
imaging department, which meant patients were not
having investigations carried out as planned prior to a
follow up appointment. At this inspection we saw that
significant improvements had been made in diagnostic
imaging and patients were accessing their investigations in
a timely manner.

The outpatient and diagnostic imaging departments had
made huge improvements in their waiting times over the
past 12 months. This was with an increase in patient
numbers referred. The booking centres for both
departments had put systems in place to be able to ensure
patients received their appointments in line with national
standards. Multidisciplinary working enabled departments
to work together in the management of waiting lists.

There were good systems and processes in place to be able
to plan and manage waiting times for outpatients and
diagnostic imaging departments.

Service planning and delivery to meet the needs of
local people
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• Monitoring capacity and demand enabled the radiology
department to respond by increasing capacity for some
specialities such as ultrasound and computerised
tomography. This had led to a reduction in patients
waiting for longer than 6 weeks. The hospital saw 84% of
patients in less than four weeks and 94% of patients in
less than five weeks.

• The radiology department had changed to a walk in
service on weekdays for GP referrals for general X-Ray.
There was also an increase in accessibility, for
outpatients with the department open until 8pm.

• The introduction of an extended working day and seven
day working for consultants supported the inpatient
workflow and reduced the waiting time for those
patients. In addition to this staff were aiming to do
“today’s work today”, which had helped to reduce
inpatients waiting times.

• The radiology department provided a walk-in service for
patients referred from their GP for an X-ray. This service
was available from 8am to 8pm. Waiting times had
reduced consistently over the last 12 months. The
department saw 84% of patients in less than 4 weeks
and 94% in less than five weeks. The number of patients
waiting longer than 6 weeks had fallen from 241 in
January 2015 to none in July 2015. Senior staff had used
a tool to monitor capacity and demand. This enabled
the department to respond by increasing capacity for
specialities such as ultrasound and computerised
tomography. Extra capacity to manage equipment
breakdown and waiting list initiatives was provided by
mobile vans on an ad hoc basis. Ultrasound
appointments were available from 5pm-8pm for
patients that could not attend during working hours.

• The radiology and outpatient booking centres had daily
access to a patient-tracking list. This enabled them to
monitor patient pathways and ensure patients accessed
their treatment in a timely manner.

• In the outpatient department the rate at which patients
did not attend their appointment was 8%. A text
reminder service was in place. In addition to this,
matron told us there were plans in place to introduce a
two-way text reminder, so patients could change their
appointment if necessary.

• Several patients identified finding a car parking space as
a problem. Some patients told us they chose to attend

the hospital a long time prior to their appointment
because it was so difficult to find a space in the car park.
Others told us they chose to get a taxi, to avoid using the
car park. The hospital had plans in place to increase the
number of car parking spaces.

Access and flow

• The incomplete referral to treatment (RTT) standard is
that at the end of each month 92% of all patients
waiting to start treatment should have been waiting for
less than 18 weeks. The incomplete pathways for this
hospital was 92.7%. With half of all patients waiting seen
within seven weeks.

• 95% of patients referred for an urgent appointment,
received one within two weeks. This was better than the
England average. This was the same for patients
accessing treatment within 31 and 62 weeks also. This
indicated patients could access first appointments and
treatment quicker than the England average.

• The radiology department had reduced waiting times
significantly over a twelve-month period. At the start of
the year, waiting times for diagnostic tests were much
greater than the England average.

• At the time of inspection and since March, the waiting
times for diagnostic tests had reduced to lower than the
England average for all diagnostic tests. The average
waiting time for a diagnostic test was 20 days for
outpatients, 14 days for GP referrals and one and a half
days for referrals form A & E. The number of radiology
breaches had reduced from 241 in January 2015 to zero
the month prior to and during inspection. The rate of
patients not attending their appointments remained
higher than the England average. The radiology
department displayed the waiting time for patients to
see. At the time of inspection, the waiting time for all
patients was 45 minutes.

• Radiologists and radiographers reviewed each request
that came into the department. This was to check the
examination was suitable for the patient. Staff reviewed
inpatient requests within three to four hours.
Outpatient’s requests took 24 hours to review. This
helped to minimise the wait patients had for their
examination.

• At the time of inspection, there were 2198 reports
awaiting a report, 710 of these were for patients on the
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suspected cancer pathway. The radiology managers told
us that if a test had no report after a five day period, an
external company would do the report, which would
minimize delay for patients on the suspected cancer
pathway.

• Wexham Park Hospital had a did not attend (DNA) rate
of 8% compared with the national average of 7%.
Matron had audited the reasons for patients not

attending and had put processes in place to reduce the
rate of non-attendance. She was planning to re audit to
see the effect of these changes.

• During the time of inspection, we saw that a clinic was
one doctor short. When the waiting time for patients
reached one hour, the nurse in charge completed an
incident form. The operations manager arranged for a
doctor to come and cover the clinic. Patients had the
choice to wait or to have a pager, so they could go
outside to get a drink or to rebook their appointment.

• The phlebotomy waiting area was very small. This
meant at peak times, patients had to wait standing up.
During the inspection, we saw more than 30 patients
waiting at one time for a blood test in the morning. In
the afternoon, no one was waiting. Because of patients
requiring blood tests after not eating, there was a peak
in activity in the morning. The phlebotomy department
had extended its opening times, by putting an extra
hour on the clinic at each end of the day and opening
Saturday mornings. Numbers of phlebotomists did not
increase at peak times.

• The plaster room was a nurse led clinic. They operated a
ticketing system, so patients would be see in order of
arrival to the department. Over the past year, the
recorded average waiting time in outpatients’ clinics
was nine minutes.

• Hospital policy stated a letter from clinic should be sent
to the GP within five working days. In June, July and
August, the average time it took to send out clinic letters
was consistently lower than this at four, three and three
days. This was in line the trust standard.

• Between June and August 2015, the call centre
answered 97% of calls within 60 seconds, and 99% in 90
seconds. This indicated the vast majority of callers were
able to get through with little wait.

• Between April and July 2015, the hospital cancelled 3%
of clinics six weeks before appointment date. The
hospital cancelled 18% of patient’s appointments within
six weeks of the date. Reasons for cancellation within six
weeks were; 48% due to Annual Leave, 22% due to on
call or changes to the rota and 20% as the clinic capacity
was inadequate. The hospital policy was not always
being followed as it stated that six weeks’ notice should
be given for annual leave.

Meeting people’s individual needs

• In the outpatients department, there were clear signage
on the toilet doors, which had both words and a picture.
This made it easier for patients with a diagnosis of
dementia and those for whom English was not a first
language to identify. In addition to this, dementia clocks
had been ordered, by the outpatient team for use in the
waiting areas. In radiology, staff had designed a patient
information leaflet specifically for children.

• There was a robust process in place for urgent referrals.
The GP faxed a referral to the booking centre. The
cancer team dealt with all referrals daily and transferred
referrals straight into the appropriate teams’ electronic
folder. The patient received an appointment by
telephone. If the patient was unable to attend within
two weeks staff contacted the service manager to deal
with it further.

• The friends and family test was available in 10 different
languages at the main reception desk. Translators were
available and requested prior to a patient appointment.
There was also a telephone translation service available.

• A computerised information system showed booking
centre staff in outpatients and radiology appointment
availability across all sites. Staff offered patients a
choice of where they could attend their appointments.

• In outpatients and radiology patients with learning
disabilities and dementia were seen in the next
available appointment, to reduce their waiting time.

• Ultrasound appointment letters informed patients they
may be seen by a member of staff of the opposite sex. If
they wanted to have a test performed by a member of
staff of the same sex, the opportunity was given for them
to call the department to arrange this.
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• There was a quiet room available in the outpatient
department, which staff could access if bad news had to
be broken.

Learning from complaints and concerns

• Leaflets informing patients how to make complaints
were available in waiting areas. Staff felt able to handle
complaints and preferred to do so at a local level to
diffuse the situation. We saw a member of reception
staff dealing with an unhappy patient in a very
professional manner.

• Staff told us patients had complained about extra car
park fees if a clinic over ran. In response to this, if a
patient waited longer than anticipated, the hospital
would pay for the additional cost of car parking. This
arrangement was confirmed by the car parking
supervisor.

Are outpatient and diagnostic imaging
services well-led?

Good –––

We rated the outpatients and diagnostic imaging
departments at Wexham Park Hospital as 'Good' for
'Well-Led' because:

At the previous inspection we saw that improvements were
required to ensure that the service was well-led. At a local
level there was good leadership, but this needed to be
improved at senior management level to improve
communication, learning, and improvements in
outpatients. Following the acquisition of Wexham Park
Hospital by Frimley Health NHS Foundation Trust in 2014,
the trust’s values, vision and strategic plan was reviewed
and revised. During this inspection we saw the Trusts
values were well embedded in the appraisal system and
staff engagement was high.

A clear leadership of service had been established. Staff
knew their responsibilities and engagement was high
through all staff levels. There was a positive culture within
outpatients and radiology departments. There was a clear
strategy for the development of services further and all staff
were aware of this and their role in contributing to it.

The appraisal system was well embedded and linked to the
trust values. Quality of services provided was measured
regularly and improvements to services was on-going. Staff
and managers had a shared vision of continuous
improvement to patient centred services.

Vision and strategy for this service

• Staff had good awareness and knowledge of the vision
for the hospital. There was a real sense everyone was
working together for the same aim. Values were
embedded in appraisal systems and staff spoke proudly
about their achievements and working at the hospital.
In addition to this, they were driven in delivering further
improvements to their service.

• There was a comprehensive improvement plan in place
across the hospital, staff we spoke with had a good
understanding and awareness of the improvements. In
addition to this, there was an outpatient transformation
programme in place. Managers based the outpatient
transformation programme around seven pledges made
to patients around whom the department would plan its
work stream.

• The booking centre and clinicians were working with
managers to assess and deliver outpatient services.

Governance, risk management and quality
measurement

• There was a variety of local audits on-going in
outpatients. Audits of medical records were in line with
information governance standards.

• There was also an on-going audit for true cord
compression. In addition to this, there were a number of
local audits taking place in relation to infection control
and hand hygiene in both the radiology and outpatient
departments.

• Clinical staff oversaw the management of referrals to
outpatients and radiology, both urgent and non-urgent.
There were many fail-safes in place to ensure that
patients did not get lost in the system. The booking
centre staff alerted service managers if issues arose.

• The radiology department was following policies and
procedures in accordance with ionising radiation
(medical exposure) regulations (IR(ME)R) regulations,
2000. Some policies were being reviewed with Frimley
Park Trust.
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• Did not attend (DNA) rates in outpatients were identified
as being above the England average. The outpatient
matron had audited this to understand why this may be.
She identified areas of change and planned to re-audit
following the inspection. This led to the implementation
of a two-way text system.

• Outpatient and radiology departments regularly
monitored waiting times, in order to plan future
services. Clinics monitored waiting times, which allowed
staff to see if there was a backlog in clinic and to deal
with it as appropriate.

• At each clinical governance meeting staff discussed
incidents, safeguarding, audits, nice guidelines,
protocols, complaints risk register and appraisals. Staff
developed action plans from this; we saw copies of the
minutes of these meetings.

• A recent change was the introduction of booking centre
staff to clinical governance meetings. This was a part of
the outpatient transformation programme to improve
staff engagement and multidisciplinary team working.

Leadership of service

• The Head of nursing was also the general manager for
outpatients across Heatherwood and Wexham Park.
There was a Matron for outpatients at Wexham Park.
There was a chief of service for radiology and the
radiology manager worked across Frimley Health. There
were individual modality leads were based at Wexham
Park.

• Staff felt their managers were approachable and they
could discuss any issues with them. They were aware of
who the senior managers and the changes on-going in
the hospital. The senior management team were visible
to staff on the floor and were contactable if issues arose.

• In radiology and outpatients, there were team meetings
each morning, which enabled staff to discuss a variety of
departmental issues. Staff received information about
the friends and family tests via monthly email.
Supportive relationships were evident in teams,
between staff and managers.

Culture within the service

• There was a very positive culture within outpatients
from all staff. Staff felt over the past year they had the
opportunity to instigate and effect change and the

change was sustainable. In addition to this, they felt
there was more work to do to improve the service
further. Staff at every level told us they felt supported by
all other members of their teams and the senior
management team. Many staff told us that there was a
family feeling to the department, both in outpatients
and radiology. Staff gave us several examples where
students had applied for permanent positions in the
hospital.

• Staff were encouraged to develop themselves further
and were given the time and support to do so. Health
care assistants had the opportunity to become mentors.
Clinical nurse specialists had developed their roles and
ran nurse led clinics. They attended conferences
regularly and in turn provided teaching to others across
the hospital. In radiology there was a programme to
develop staff from one Band to another over a six month
period. In addition to this, staff told us they had the
opportunity to provide input into estate development
plans.

Public engagement

• A public involvement group ran every three months. It
involved the hospital meeting with Healthwatch groups
and clinical commissioning groups. Regular patient
experience forums discussed patient experience survey
results. We saw minutes of these meetings which
detailed changes made a result of patient feedback. An
example of this was to display a posters detailing
changes to car parking. Staff altered the process for
dealing with cancelled patients as a result of these
meetings. They clearly indicated priority patients on the
medical records so a decision could be made to see
them on the day or rebook in the next available
appointment.

Staff engagement

• Staff spoke positively about working in outpatients.
They had an excellent understanding of their roles. They
felt able to raise concerns if any arose and felt they
would be listened to and situations dealt with if they
arose.

• Some staff in radiology felt their morale was low
because of staff shortages. They felt their training needs
were not being met because there was no time available
to them to do so. Managers had recently introduced a
radiology newsletter encouraging staff to come up with
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service improvement ideas. A suggestion from a
member of staff had led to a pilot study to offer direct
access for patients from the clinical commissioning
groups (CCG) to the radiology department. It had been
successful and was to be extended to other CCGs.

Innovation, improvement and sustainability

• The radiology department were part of the Oxford
Academic Health Science network. This network
brought together universities, industry and the NHS to
improve health and prosperity in the region through
sharing clinical innovation.

• The outpatient team at Wexham park monitored
patients on the waiting list weekly which enable them to
develop plans to manage demand within a timely
manner. This linked to capacity and demand work and a
review of patient pathways to sustain and develop
services.

• The outpatient transformation programme involved
seven separate projects in order to improve services
further. It involved a review of coding cross site and
capacity and demand modelling for outpatients.
Managers reviewed clinic templates to optimise
them and a looked at the productivity in clinics. This
involved assessing clinic use and aimed to improve new
to follow up ratios. Managers also looked at the use of
clinic space and capacity across all sites. The
booking process had been reviewed and a reduction in
patients who did not attend (DNA) was analysed by
Matron. All of these projects were on-going and regularly
monitored. The final project was to implement
e-booking at the Frimley site.
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Outstanding practice

• Leadership in the trust had inspired a culture shift
since our last inspection that was evident across the
hospital in all of the staff groups that we spoke with.
Staff were proud to work in the hospital, and were
committed to delivering care that met with the trusts
values and vision.

• The improvements to patient flow through the ED
meant that patients being seen within four hours
had improved from 93% to 95% (meeting the
national standard)and was being sustained
consistently despite an increased number of people
accessing the service.

• In critical care staff showed considerable innovation
in meeting the individual needs of patients under
exceptional circumstances.

• Staff engagement throughout outpatients and
diagnostic imaging departments was outstanding.
All staff were working towards common values, both
clinicians, administrative and support staff, at all
levels.

• The achievement of the radiology department to
reduce and maintain their waiting times, in view of
reduced staffing levels and equipment issues
showed an outstanding commitment to improve
patient experience.

• The improved booking centre processes in
outpatients and radiology which involved
multidisciplinary team members and ensured
patients got the right appointment at the right time.

• Medical records were available more than 99% of the
time, over the past 12 months.

• The roles of the five practice and development
midwives were split between 50% clinical work and
50% administration and teaching workshops. One
midwife worked every day in the labour ward to
provide on the spot guidance and support to
midwives.

• We observed outstanding prompt, appropriate and
sensitive care and treatment provided for a woman

in the labour ward who had complex and sensitive
needs. Staff adhered to the comprehensive care plan
they had developed to ensure the woman did not
experience unnecessary distress.

• The hospital had comprehensive guidelines for staff
in regards to female genital mutilation (FGM). The
trust’s safeguarding children annual report 2014/15
recorded that the identification of FGM had been an
area of development for the trust. The trust had a
policy of addressing FGM when booking women for
maternity care.

• The hospital had a practice educator who had
developed a comprehensive preceptorship
programme for newly qualified nurses. This was a
structured period of transition for the newly qualified
nurses when they started their employment at the
hospital. We viewed comments from newly qualified
nurses’ evaluation forms from their learning and
found these to be consistently positive.

• The matron on children and young people’s ward
had received a trust recognition award for
leadership.

• A senior nurse in critical care had been seconded
into a research post for the year before returning to
full time clinical duties. They had contributed to the
application of the good clinical practice (GCP)
guidance of the NIHR Clinical Research Network,
which had been used to prepare a research working
book for other nurses to use as a benchmark for
research processes, from screening to final data
analysis. The research was quality assessed by
Monitor through site visits to check that research
protocols adhered to gold standard clinical and
ethical requirements. The lead research nurse had
attended a GCP training course and had successfully
been certified against national standards including
ethics, legislation and application of the Mental
Capacity Act (2005).

• One of the key research projects, VANISH
(Vasopressin versus Noradrenaline as Initial therapy
in Septic shock), had resulted in specialised
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one-to-one training packages for staff and an
invitation for staff to present their findings at the
European Intensive Care Society Conference in 2015.
The study had looked at the avoidance of acute
kidney injury through the use of steroids with
inotropes and the results were presented to staff in
the unit on completion of the study. Other projects
included a study of the effectiveness of emergency

laparotomies and a study of the translocation of
bacteria in abdominal sepsis to consider specific
antibiotic therapy. The impact on nurses had been
very positive and for three consecutive years,
research-active staff had attended the European
Intensive Care Society Meeting as recognition of their
efforts towards establishing an active programme of
testing best practice and treatment.

Areas for improvement

Action the hospital MUST take to improve

• The cleanliness of the hospital must be audited in
line with standards set out in the national
specifications for cleanliness in the NHS (NSC). This
includes the correct classification of high risk and
very high risk areas and the frequency of auditing in
these areas. Audit processes should include a
re-audit where areas are found to be less than 100%
compliant. If the hospital chooses not to audit to
NSC standards they must provide evidence of an
equally robust auditing programme.

• Ensure that their policy around Candour (DoC)
includes incidents resulting in ‘psychological harm’.
The provider must also ensure the policy is followed
when managing incidents that come under this
regulation.

• Continue with its delivery and the risk priorities
associated with the backlog program. Fire risks
associated with backlog need to be addressed as a
priority.

• Improve Estates governance and ensure that up to
date and approved policies and standard operating
procedures (SOP’s) are in place.

• Ensure that monitoring of weekly medicine stock
checks in critical care is consistently applied and
must ensure that the system in place to make sure
out of date medicine is disposed of is audited.

• Ensure that resuscitation equipment is always
checked according to the trust policy. The auditing
system must include a visual check of the expiry
dates of batteries

• Cleaning and storage materials in critical care must
be stored in locked facilities and the lock for the
cleaning cupboard must be replaced.

• Recruit to the three vacant consultant posts in ED.
Although consultant cover in ED had improved since
our last inspection the department still fell short of
national standards.

• Ensure that all oxygen cylinders have an expiry date
displayed, and system in place for staff to check that
cylinders are within date.

• Continue to improve staffing recruitment and
retention.

Action the hospital SHOULD take to improve

• Ensure all staff in outpatients have development
opportunities and training as agreed in their
personal development plans.

• Ensure that regular and routine checks are made of
the temperature of medication fridges.

• Consider plans for an additional CT scanner and
integrated x-ray within the new emergency centre
development planned for 2016.

• Improve pharmacy support for the emergency
department and the decision unit (EDDU) in
particular.

• Explore an effective means of explaining to patients
why they have to wait to be treated in the ED.

• Consider testing the major incident plan which had
recently been re-written.

• Consider the size and organisation of paper health
records.
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• Ensure the audit trail of medications delivered to
wards is completed including the signature of the
staff member receiving the medications on the ward.

• Consider the safety of Aria e prescribing system
which is not available to staff in the ED and the
patient risks associated with this.
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