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Welcome

from the Acting Chair

Jo Palmer

It has been an incredibly
busy year here at
Medway and I have been
so proud to work with a
group of colleagues who
strive every day to make
the Trust a brilliant place to
work and receive care. The past
12 months have been both exciting
and challenging, and we have seen great
rewards for the dedication and hard work
of our staff.
On a personal note, it was an honour to
step into the role of Acting Chair after
Stephen Clark completed his term of
office which saw a number of notable
achievements.

patients over the coming year. It is really
important that colleagues feel supported
to do their best for patients and
empowered to deliver the change
we require at the Trust. That’s
why we have a number of
initiatives in place to ensure
our workforce can continue
to improve services. This
includes a Trust-wide culture
programme and extensive
training programmes to
enable them to develop in
their careers.
I would also like to offer sincere
thanks to our League of Friends for the
invaluable support they have provided to
the Trust throughout the year. We deeply
value our longstanding relationship with
the Friends. This support, alongside
contributions from the Oliver Fisher Trust
and our own Trust charity, has helped us
to purchase equipment, which has made
a huge difference to our patients.

Every year as a Trust we aim for
continued improvement to the quality
of our care and this year has been no
exception. In the simplest terms, this
means providing the best of care to our
patients within the right timeframes,
in the right place and to the level that
our community expects, and all while
working towards financial stability.

I would also like to say thank you to our
Governors who freely give up their time
to engage with staff and provide a link to
the community we serve, and also to our
volunteers who play such an important
role in making the experience of coming
to our hospital a positive one for patients
and their families.

We know we still have more work to do
to ensure that we can achieve this; in
particular we need to see patients more
consistently within the statutory targets,
and we need to focus on getting the
basics of care right, every time.

Finally, I would like to acknowledge our
community. Their incredible support for
our staff this year, especially through the
COVID-19 pandemic, has meant so much
to everyone at the Trust. We are at the
very centre of our community, and being
able to provide the best of care when it is
needed is a privilege.

Through our transformation programme
and our strategies to improve flow
and access to services we are working
to improve the experience of our
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About us
Medway NHS Foundation Trust is a
single-site hospital based in Gillingham
and serves a population of more than
424,000 across Medway and Swale.

The hospital is made up of two clinical
divisions – Unplanned and Integrated
Care and Planned Care – supported by
corporate functions.

We provide clinical services to almost half
a million patients a year.

The Board of directors, led by Acting
Chair Jo Palmer comprises executive
directors including James Devine, Chief
Executive, and eight non-executive
directors including the Chair.

We employ around 4,400 staff, making
us one of Medway’s largest employers. In
addition, close to 400 volunteers provide
invaluable support across the League of
Friends, Hospital Radio and the Voluntary
Services Department.

4,382
EMPLOYEES

1,327

570

REGISTERED
N U R S E S

DOCTORS

4,734
B I R T H S

269,565

PER

O U T PAT I E N T

YEAR

VISITS PER YEAR

132,512
EMERGENCY
D E PA R T M E N T

ATTENDANCES

10,580
MEMBERS

8,721
OPERATIONS

89,087
ADMISSIONS

4

5

Our vision and values

Our performance

Our values are important to us, and
embedded in all that we do. We remind
ourselves that our values – spelling out
the word BEST – are relevant to us all,
whatever role we play within the Trust.

The Trust’s performance is externally
monitored against a range of national
standards and targets.

They are:
•

Bold

•

Every person counts

OUR
VALUES
Making

•

Sharing and open

B

BOLD

•

Together

E

EVERY PERSON COUNTS

S

SHARING AND OPEN

T

TOGETHER

They are reflected in our vision – Best of
Care, Best of People.

We are Inspiring and Ambitious

Medway
brilliant

We are Respectful and Supportive

We are Open and Speak Up

We are Inclusive and Responsive

Our strategic objectives
The Trust has five strategic objectives:
•

High quality care

•

Integrated healthcare

•

Our people

•

Innovation

•

Financial stability.

The Trust also has a suite of
strategies which set out how we
will achieve our objectives. The
main strategies cover our clinical
aspirations, quality of care, people
and workforce, and financial
planning. They are supported by
a number of strategies such as
estates, digital, transformation and
partnership.
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HIGH
QUALITY CARE
We will make the delivery of
consistent, high quality care a
priority for all staff

INTEGRATED
HEALTHCARE
We will work collaboratively with
our system partners to ensure our
population receive the best health
and social care in the most
appropriate place

OUR PEOPLE

INNOVATION

We will enable our
people to be brilliant
and achieve brilliant
outcomes

We will lead the way in
the use of innovative
and digitally enabled
technology solutions to
support the delivery of
brilliant care

FINANCIAL
STABILITY
We will deliver
financial stability and
create value in all
that we do

The Trust did not achieve the national
standard for the four hour performance
target in 2019/20, finishing the year on
81.08 per cent against an internal year
end trajectory of 90 per cent.
This means a higher number of patients
waited for more than four hours to be
seen, treated and admitted or discharged,
than we would like. The challenge of
reducing waiting times is affected by
a high bed occupancy in the hospital,
which in turn reduces capacity to admit
patients to wards in a timely way.
In relation to elective surgery, the Trust
reported a year end position of 80.51 per
cent referral to treatment (RTT) from a
starting point of 83.08 per cent. The total
waiting list size ended at 21,088 patients
compared to 20,140 at the start of the
year. There were many factors affecting
this, including a significant change in the
electronic referral system (ERS), winter
pressures which led to operations being
cancelled, and COVID-19. More positively
the Trust reported zero 52-week breaches
for quarter two which has never
been achieved before and also made
significant reductions in the total number
of patients waiting more than 26 weeks
for treatment across all specialties.

The Trust struggled to hit the twoweek wait symptomatic breast target
(also known as an urgent referral –
the target is for the patient to see a
specialist within two weeks) at the
start of the year due to an increase in
demand but did achieve the target in
quarter four.
The Trust was compliant with the
31-day wait (the target that a
patient should wait no more than 31
days from the meeting to discuss a
treatment plan and the start of the
treatment). The Trust has concentrated
its efforts on managing the Patient
Tracking List and clearing legacy
patients (those patients beyond day
62) and working more cohesively with
each of the services has resulted in
more focus on ensuring that patients
receive their first treatment within the
31 days.
The Trust did not consistently meet
the 62-day standard (the target
between the date the hospital
receives an urgent referral and the
start of treatment) but has shown
significant improvement. The main
areas of concern are upper and lower
gastrointestinal.

In the past year the Trust reported
full compliance in the two-week wait
standards and since November 2019 the
Trust has been working to an internal
target of seven days, to further improve
the experience and outcomes for our
patients.
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Zero Tolerance

Our achievements this year

The Trust has launched a zero
tolerance campaign asking local
people to respect the dedicated
NHS staff who care for them.
This is in response to a rise in the
number of incidents of violence,
abuse or harassment against staff.

Flow Award

The Trust was awarded the ‘Patient
Flow Programme of the Year Award’
at a ceremony showcasing excellence
in healthcare in October 2019. The
announcement came at the annual
Executive Patient Flow Summit, where
more than 200 NHS managers discussed
about new strategies, models and
solutions that can be put in place to
avoid unnecessary delays in hospital for
patients.

Not just a number
In May 2019, we launched an
awareness campaign called
#NotJustANumber. It’s a reminder
to all our staff to take a moment
and reflect on the person behind
the numbers. It’s about putting
empathy at the heart of our care.
It’s about making Medway brilliant
for our patients.

NOT JUST A NUMBER

Same Day Emergency Care
Centre opened

Last year, the Trust was one of the first in the region to
open a Same Day Emergency Care (SDEC) centre. This
has helped to improve the experience of our patients
by reducing waiting times, as well as the number
of people needing to be admitted to the hospital.
SDEC has also helped to improve the flow through the
hospital and assists with our aim to provide the right
care, at the right time, in the right place.
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Silver Award for
Armed Forces Support
The Trust received a national award from
the Ministry of Defence in September 2019
for its work in supporting the armed forces
community. We were presented with an
Employers Recognition Scheme (ERS) ‘Silver
Award’ at a special ceremony on board the
historic ship HMS Victory in Portsmouth,
where staff members, including Head of
Equality and Inclusion Alister McClure and
Armed Forces Champion Representative
Graeme Hallows, were congratulated for
their work in enabling the recruitment
and retention of armed forces reservists,
and supporting reservists and the family
members of regular armed forces
personnel.

» I’m here
to help,
no t be
hu rt .

NHS staff shouldn’t
have to suffer violence
or abuse just for
doing their job, so
we operate a zero
tolerance policy on this
type of behaviour.
If you do abuse our
staff you could face
prosecution.

Rainbow Badge
We are proud to be one of the
first NHS trusts in the south east
to sign up to the Rainbow Badge
scheme. This is a way for staff
to show they are aware of issues
that lesbian, gay, bisexual and
trans (LGBT+) people face when
accessing healthcare. The simple aim
of the scheme is to make a positive
difference by promoting a message of
inclusion.
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Our achievements this year
Wellbeing Hub
During the height of the COVID-19 pandemic, a
small team developed and set up a Wellbeing Hub
for staff on the hospital site, funded by the Trust’s
charity. This provides a place for staff to escape
from the pressures and enjoy a few moments of
peace and tranquillity. The hub includes comfortable
sofas, bean bags, puzzle books, exercise yoga mats
and much more. Yoga and meditation classes also
take place at the Hub, in line with social distancing
guidelines, or online.

The
Butterfly
Garden

HRH The Princess Royal
visit
The Trust was honoured to welcome HRH The
Princess Royal to the hospital in December
2019. Staff provided a tour of the redeveloped
Emergency Department and the Princess
also visited the maternity department where
she met with midwives who had won the
Midwifery Service of the Year at the Royal
College of Midwives Awards.
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Connecting with our community
The Butterfly
Garden

We were proud to open
the Butterfly Garden in May,
a fantastic example of our staff
going the extra mile for patients.
Hospitals are a fast paced, busy
environment and can feel like a very
scary and daunting place. This level of
anxiety is often heightened in patients
with conditions such as dementia.
Studies have shown that time spent in
natural environments such as gardens
can help reduce these feelings of
anxiety. It allows for a calm and quiet
space for patients, their families,
friends and care givers to relax away
from the hectic environment of the
clinical setting.

We want our community to have the
opportunity to find out more about
the hospital and to have a say in its
development and improvements.

Governors also attended events within
the community, logging concerns and
comments from members of the public to
feed back into the Trust.

We have a number of ways of doing this
that have become well-established over
the past two years, through networks
of local organisations, through our Trust
Governors, and by working closely with
our partners in the Medway and Swale
health and care system.

We held focus groups and workshops,
sometimes in conjunction with our
commissioners, working with patients
and members of the public to ensure
their concerns and priorities are
understood and considered when services
are reviewed.

We want to understand the diverse
health needs of our community, to
ensure that, as services are reviewed
and designed, we take into account the
health requirements of the community
we serve, leading to a better patient
experience.

We carried out a questionnaire with our
membership during the year to find out
how they would like to be engaged, and
planned events for 2020 taking account
of their feedback.

Our Governors, supported by our
Community Engagement Officer, have
engaged with Members throughout
the year, with attendance at our hosted
events more than doubling during the
year. For the first time we held events
during the daytime as well as evening to
reach people who prefer to attend at that
time, and organised sessions off site as
well as in the hospital, including in the
Swale area.

During 2019/20 we connected with a
wide range of people by:
• Raising awareness of Trust
developments at community events
• Giving presentations at community
and voluntary organisation meetings
• Holding engagement sessions at
locations around Medway and Swale
• Providing updates and engagement
opportunities at Member events.
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Improvement Plan
Our new Improvement Plan sets out the key things
we will focus on over the next two years, with the
core aim improving the quality of care we provide
at Medway.

This is our
Medway

It is clinically led and outcome-focused, which
means clinical staff are developing and leading
the changes. Our colleagues are part of this
improvement process because it’s their plan, a plan
in which our staff commitment, energy and passion
for improving the experience of our patients, will
come to life.
The plan sets out three phases of delivery (the next
nine months, 12-18 months and 18 months plus)
under each of the existing strategic objectives.
Trust Improvement Plan

Standardised Approach to Quality Improvement (NHS QSIR)
HIGH
QUALITY
CARE

OUR
PEOPLE

INTEGRATED
CARE

INNOVATION

Strategy and
Planning
Round

FINANCIAL
STABILITY

Trust-wide OD Support Programme

Ongoing
Staff
Engagement

Clinically Led / Outcome Driven

Our priorities for improvement
The implementation phase of our Quality Strategy took place in October 2019, where
we celebrated the successes and achievements to date and set out the priorities and
goals for providing high-quality care over the next three years.
The Trust’s Quality Strategy is aligned to our fifth strategic objective aimed at delivering
High Quality Care that is safe, effective and person-centred. Therefore, the Quality
Priorities for 2020/21 seek to build upon this earlier work. Delivering our priorities
across all three domains will enable us to demonstrate that we provide safe and
effective care for all patients and a positive experience for them and for their families.
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High Quality Care
High Quality Care aims to ensure consistent, high
quality care, with an emphasis on continuously
improving safety, quality and experience and
ensuring that the care patients receive is evidencebased and reliable.
The benefits for our patients are in reducing
harm and improving patient outcomes; reducing
length of stay, reducing variation in practice
and improving our efficiency and effectiveness;
improvements in patients’ experience of care,
reduction in healthcare associated infections and
compliance with infection prevention and control
standards.
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Integrated Healthcare Programme
The aim of the programme is to deliver
a more ‘joined-up’ approach to how
Medway and Swale residents receive
healthcare both in the community and in
the hospital.
The Integrated Healthcare Programme
will see the Trust work with partners in
community health, primary care, mental
health, social care and other settings to
provide specialist support to keep people
as healthy as possible in their own homes
and ensure that we have enough capacity
within the hospital to support those who
need that care most.
Our patients should expect to receive safe,
high quality, consistent care each time
they come to the hospital; the right care
in the right place for their level of health
need; respectful staff who are skilled and
responsive to their needs; a quicker and
more efficient journey through the health
and care system, with fewer transfers
between organisations and shorter waiting
times for treatment.

Achievements under the Integrated
Healthcare programme include:
•

•

•

We have kept pace with demand
for cancer care (diagnosis and
treatment) during the COVID-19
pandemic through the use of Trust
and independent hospital sites
to make sure patients receive the
treatment they need when they
are at their most anxious.
We have introduced new processes
for transferring patients from
ambulances to A&E and for safely
and efficiently directing patients
in A&E to ensure they are seen
quickly and in the right place for
their level of need.
Some of our specialist outpatient
care now takes place in telephone
clinics to reduce the number
of patients coming to hospital
unnecessarily.

Our People
Our staff are committed to providing the
highest quality of care. The wellbeing
and support of our staff is one of our
priorities. All our frontline staff and
services are connected to our Trust Board
by our strategic objectives which guide
our efforts and provide us with a common
direction for collaboration throughout the
organisation.
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Innovation Programme
The Innovation programme has two key aims:
•

Improve the way we use Digital technology and good quality
data to drive improvement within the Trust.

•

Support proactive Innovation and improvement across the
Trust and allow the ideas of our staff to become a reality and
make a difference for our patients.

Improvements to our digital technologies will deliver better clinical
outcomes for our patients. Innovative technology and robust data
and information, paired with the compassion and care of our staff,
makes healthcare safer for our patients.
We will make fewer mistakes as digital tools will make it easy and
painless for staff to ‘do the right thing’; expert professionals will be
able to collaborate more effectively; and we will be able to better
target care to those who need it most.
Patients will have access to their own care records and be equipped
and empowered to manage their own healthcare independently.
Our response to COVID-19
The NHS response to COVID-19 has accelerated innovation across health and care.
From the increase in virtual outpatient appointments, to remote monitoring of ICU
patients, trusts have delivered new services that would have normally taken months
or even years. We will take the learning from what has worked well in responding
to the COVID-19 pandemic to help clinical staff – and patients – to design our
services for the future.

Financial Stability
The Financial Stability workstream has four programmes
predominantly focusing on how we achieve both short term and
long term financial balance for the organisation.
Our short-term strategy is one of achieving the breakeven target
for 2020/21 in line with the NHS revised funding methodology
put in place in light of the current pandemic. In the longer term,
we will transform our Trust so that it can achieve long term
financial viability by breaking even without the need for a grant
or loans.
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