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The Trust’s Response
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The Trust accepts the findings of the CQC and is committed to addressing the issues raised.

The Trust recognises that the people we serve must have high quality care and we are 
determined to ensure that they receive this and apologise unreservedly where this has not  
been the case   

The Trust has worked hard to address concerns raised in earlier reports and made progress; 
but recognises the scale of the challenge and that there remains significant work to be done 
to deliver the improvement required.

The report highlights issues that the Trust is working to improve.  Some changes required are 
complex and long-term in nature.  However the need for rapid improvement in some areas is 
clear.

The Trust is of the view that it continues to require external support to deliver the changes 
required. The need for a sustainable organisational form is key to addressing some of the 
longer standing issues and the proposed transaction with Frimley Park is fully supported.



The Trust’s Approach to Improvement
The Trust has considered the existing CQC Action Plan together with the recommendations raised in 
the May inspection report and grouped the improvement programme into key themes and areas of 
focus. The Trust aims to make rapid improvement alongside continuing the longer term work.
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Patient Safety

Areas of focus
• Risk assessments
• Vulnerable patients
• WHO checklist
• Safety/Reporting 

Culture

Patient 
Experience

Areas of focus
• Patient feedback
• Estates
• Responding to 

complaints

Workforce & 
Culture

Areas of focus
• Safe staffing
• Recruit & retain
• Clinical engagement
• Bullying & 

harassment

Governance

Areas of focus
• Ward to board 

reporting
• Medical 

Governance
• Policies

Patient Flow

Areas of focus
• Discharge 

planning
• Emergency care 

pathway
• Escalation areas

Elective Access

Areas of focus
• Booking Centre
• Radiology
• Elective access



Patient Safety
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Key Issues
•Risk assessments are not routinely completed, particularly for falls and pressure ulcers
•Arrangements for vulnerable patients are not always appropriate
•WHO checklists are not always completed



Patient Experience
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Key Issues
•Learning from patients is not taking place on a regular or routine basis
•Repairs and maintenance are not always dealt with on a timely basis
•Complaints are not dealt with on a timely basis



Workforce and Culture
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Key Issues
•It is challenging to ensure that staffing levels are appropriate on all wards given the high level of vacancies
•Staff are not always engaged and patient feedback indicates that staff attitude is variable
•There are allegations of bullying and harassment throughout the Trust



Governance
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Key Issues
•Ward to board reporting has not been effective
•Medical governance arrangements do not operate consistently and are not always evidenced
•Learning is not always implemented to improve patient care



Patient Flow
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Key Issues
•Patient flow is not working well and is adversely affecting patients and staff
•The Trust often struggles to meet the emergency access standard
•Escalation areas have not been appropriately staffed.  Some patients are placed on the ward inappropriately



Elective Access
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Key Issues
•The booking and appointments system does not operate effectively
•Diagnostic delays have adversely affected emergency and elective services
•Some specialties are struggling to meet referral to treatment targets



Support to Deliver the Improvements
Support
The Trust has been given and put in place 
a number of arrangements to assist with 
the ongoing improvement programme.  
This includes:-

•Improvement Director, appointed by 
Monitor;
•An experienced Director of Nursing, 
sourced by NHS England;
•Project management support;
•Expert advice from the Good Governance 
Institute;
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•Appointment of an external review team 
to undertake the medical governance 
review;
•Specialist external communications 
support;
•Partnering with Frimley Park Hospital;
• ACAS review and training;



Summary
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• The Trust accepts the findings of the CQC and is committed to addressing the issues 
raised in a planned and structured manner, with appropriate support and input from 
others in the health economy.  

• In acknowledging the scale of the challenge and work to be done the Trust is pleased 
that the services at Heatherwood Hospital were rated good alongside those at Wexham 
Park Hospital that were rated as good.

• The Trust recognises that the improvement programme will involve changes in the 
short, medium and longer term.  However, the Trust is committed to bringing pace and 
rigour to the actions in the next 3 months. 

• Furthermore the Trust is committed to playing its full part in preparing for the potential 
acquisition by Frimley Park Hospital NHS Foundation Trust and recognises that this is 
the most effective way of delivering a sustainable organisation, better placed to recruit 
& retain staff and provide safe, high quality care to our patients.  


