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as the RFL returns to our screens 



Hello and

Caroline Clarke
Group chief  
executive 

welcome
to the March edition of our 
monthly staff, members and 
governors’ magazine.
The pandemic has shown us that the road to 
recovery isn’t an easy one. That’s why the fact that 
we are doing so much research at the RFL into long 
Covid really excites me. Find out more about some of 
the trials and hear from a patient involved on pages 
4-5. 

I wish it wasn’t the case, but I know that many NHS 
staff can encounter abuse while simply doing their 
job. Nobody should feel unsafe in the workplace and 
the trust has a zero-tolerance approach to violence 
and aggression. I don’t want anyone to suffer in 
silence – please find out or remind yourself about how 
to report an incident on page 10.

Over the next 12 months, I’m looking forward to 
speaking with colleagues and NHS partners about 
the future of the RFL. As a trust, we have a history 
of incredible achievements and this is our chance to 
carve out the RFL’s next chapter together. This is just 
the start of the conversation, and there will be many 
opportunities to share your views as we progress our 
mission of world class expertise and local care.

This month, look out for the RFL team on our screens 
in the return of the BBC documentary, Hospital.

Please continue to take care of yourselves and  
each other.

Key to abbreviations: 
Barnet Hospital: BH
Chase Farm Hospital: CFH
Royal Free Hospital: RFH
Royal Free London: RFL2

Follow our Twitter account @RoyalFreeNHS  
to see what our patients and staff  
are saying about us

https://vimeo.com/689648232/f32e8c7b3c
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Caroline Clarke, RFL group chief executive, has outlined the next chapter in the story of the Royal Free 
London NHS Foundation Trust – and now you can have your say.

Speaking at the first in a series of RFL next chapter presentations, Caroline gave an overview of the RFL, its 
rich history and key areas of focus. She spoke about the achievements of the group since its establishment 
in 2017 and how we are working with our partners to deliver a vision of becoming the leading healthcare 
group in Europe.

Caroline praised the incredible response of staff over the past two years, working hard to get the show back on the 
road – helping to treat the many patients who have been waiting longer for their care because of the pandemic.

You can watch a recording of the first session on Freenet TV.

Who we are
Today, we’re a large NHS foundation trust, employing more than 10,000 staff and serving a population of 
more than 1.6 million people across 70 sites in north London and Hertfordshire. Here are just a few numbers 
which help define the RFL and what we do:

Shape the RFL’s next chapter 

Two years on from COVID-19, the NHS feels very different. We have learnt about how to work in systems 
across organisations. We have learnt about reimagining and reinventing many of our services. Covid has also 
taught us that collaboration has to be the way forward and highlighted what the NHS can achieve when it 
works at scale – two of the core principles of our group model.

Working with our partners
The NHS is at its best when we work together to put patients first. That’s why partnerships – which join up 
services for a local community – are at the heart of NHS plans for improving care.

We already work closely with West Hertfordshire Hospitals NHS Trust, North Middlesex University Hospital 
NHS Trust – who are clinical partners of the RFL group – and the Royal National Orthopaedic Hospital NHS 
Trust. Find out more about our partnerships on our website.  

Time to have your say
There will be lots of opportunities over the coming months to contribute towards the next chapter and 
share your views. Look out for more details coming soon. 

Get involved in the conversation on our new social channel on Freenet. 



She added: 
“We’re 
incredibly 
grateful to 
everyone who 
was redeployed 
to our team, 
including 
medical 
students, 
allied health 
professionals 
and nursing 
staff. At our 
peak, we were 
making around 
40 phone calls 
to patients a 
day, and we 
couldn’t have 
done this without the additional support.”

Farhan Naim, RFL director of research and 
development, said: “We are proud to be an 
active clinical research trust that has made a 
phenomenal contribution to the COVID-19 
vaccine development and treatment.

“I am delighted by the work of our respiratory 
research colleagues who have risen to the 
challenge of conducting world-leading research 
into long Covid.”

Swapna is continuing to roll out research into 
new treatments for long Covid. This includes 
HEAL-COVID, a multi-centre trial led by Liverpool 
University to find treatment that will help curb 
the long-term symptoms of COVID-19 earlier on.

Working together to  
understand long Covid
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Two years after the first national lockdown, we spoke to consultant respiratory physician Dr Swapna Mandal, 
John Hurst, professor of respiratory medicine, and Shanaz Ahmad, clinical trial practitioner, about what we now 
know about COVID-19.

The early days of the pandemic
Swapna Mandal leads a portfolio of COVID-19 research 
here at the RFL. Reflecting on the earlier days of the 
pandemic, she said: “We were one of the first in the 
UK to publish data on long Covid.”

Swapna continued: “Four to six weeks after the initial 
surge of COVID-19, we recognised that symptoms were 
persisting in some patients. We responded rapidly to 
this by setting up follow-up clinics for patients.”

The RFL collaborated with the north central London 
healthcare community to open the clinics, and two of 
these are located at BH and the RFH. Swapna explained: 
“During the first wave of COVID-19, around 800 patients 
visited the follow-up clinics and the data from this has 
helped us gain a greater understanding of recovery 
from the virus.

“Our findings show us that ongoing COVID-19 
symptoms are very common and debilitating in 
patients. This really illustrates how important it is to 
find new treatments through research.”

The RFL COVID-19 follow-up service was shortlisted for 
a BMJ (British Medical Journal) clinical leadership team 
award in 2021. 

Dr Swapna Mandal

Swapna said:

“It was phenomenal that we could 
mobilise everything so quickly and this 
was down to the sheer goodwill of 
colleagues.”

Support for future research 
The Royal Free Charity stand shoulder to shoulder 
with the trust and have provided vital support for 
our staff and patients throughout the pandemic.

Their Breaking Point appeal sets out to support 
the RFL’s pioneering research into long Covid.
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Patient recovery 
John Hurst and Shanaz Ahmad 
are part of a UK team seeking to 
understand recovery from on-going 
complications and symptoms caused 
by COVID-19. 

The research they are conducting  
at the RFL contributes to a wider 
study called PHOSP-COVID – the first 
UK-wide study to assess the long-term 
impact of COVID-19 on patient health. 
The study is multi-centred and led by 
Leicester University. Dr Hannah Jarvis 
leads of the study at BH.

John said: “Two years ago, I never 
thought I’d be sitting here having this 
conversation. We’re a relatively small 
research team involved in respiratory 
medicine, but we’re achieving a lot 
and this is a really ambitious study. 

“I would characterise this as a physical 
and mental MOT for those recovering 
from COVID-19. It is an opportunity 
to understand why longer-term 
problems occur.” 

PHOSP-COVID investigates recovery 
after patients are discharged from 
hospital. John said: “Fatigue is very 
prominent in long Covid, as is a cough, 
breathlessness, and cognitive problems 
called ‘brain fog’.”

Marilyn Olama of Hampstead participated in the PHOSP-
COVID study. She said: “It has been comforting to know that 
other people are experiencing this. Contributing to research 
gives me hope.”

Marilyn, 70, used to be a nurse in Edgware. She said: “You 
never know, just one blood test could result in a breakthrough 
that could help to save someone’s life. It’s a way of giving back 
and helping others.”

Reflecting on her care at the RFL, Marilyn said: “From the 
physios to the ICU domestics, and the research team – they 
have all been so kind. The nurses in ICU behaved like family 
to me, and they set up video calls with my loved ones when 
I missed them so much. They really are the best of the best 
and they’ve maintained such good humour throughout all 
the challenges.”

Professor John Hurst and Shanaz Ahmad

Shanaz said:

“I’ve noticed just how much 
patients take away from this 
experience.”

Shanaz continued: “We’re looking at 
why some people recover more than 
others. Level two of the research is 
complete, and this involved 4,000 
people in the UK. A simpler study – 
level one – will recruit 10,000 people.”

PHOSP-COVID gathers information 
from questionnaires, physical tests, 
and sample tests of blood and urine 
to capture the varied experience 
of recovery. Shanaz said: “We take 
bloods to measure cardiac enzymes, 
protein levels, and inflammatory 
markers. The study looks at patients’ 
physical and cognitive function.  

This can include measuring people’s strength in their hands using  
a device.

“We also measure psychological effects including post-traumatic 
stress, and general anxiety disorder. Everyone’s recovery is different 
and our findings emphasise just how holistic we need to be in caring 
for COVID-19.”

John added: “Understanding patterns in recovery and non-recovery 
will help us understand what treatment is required. It’s a really 
crucial area of research.” 

Findings gathered at the RFL are processed locally by the team and 
fed into the national research pool. There are over 201 patients from 
the RFL taking part in the ground-breaking research. 

John added: “We’re working together to create new knowledge. 
Patients taking part don’t just help other people; they gain a deeper 
understanding of their own recovery too.”



Patients who need a diagnosis for different types of lung 
disorders, including inflammation, cancers or infections, are now 
being offered appointments at CFH.

Endobronchial ultrasound-guided bronchoscopy (EBUS) is 
performed by a respiratory consultant using a flexible tube which 
goes through the mouth into the windpipe and lungs to take 
samples of the lymph nodes clustered around the airways, in the 
centre of the chest. 

The plan to bring EBUS to CFH was led by Dr James Goldring and 
Dr Dean Creer. A team from CFH received training and upskilling 
sessions from the RFH endoscopy team. The manufacturer, Olympus, 
also provided a dedicated member of staff to support the training 
needs and worked with the team on a few lists to ensure safety and 
competence of EBUS assisting skills. 

Janadean McDonald, senior sister for CFH endoscopy, said: “By 
providing this service here, patients are able to stay locally for their 
procedure, making it more convenient and less stressful. As the service 
grows, it will reduce the demand on the endoscopy department at the 
Royal Free Hospital, allowing us to work together to get more patients 
across the trust seen, diagnosed and treated quickly.”
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World class care – local treatment

The world’s first COVID-19 human challenge study 
– carried out at the RFH – has provided researchers 
with new insights into the virus and paved the way 
for future studies to test new vaccines and medicines.

The collaborative study is the first in the world to 
infect healthy, young volunteers with the virus 
that causes COVID-19 (known as SARS-CoV-2) and 
perform detailed monitoring from the moment a 
person first encounters SARS-CoV-2, throughout 
the infection to the point at which the virus is 
apparently eliminated.

Among several key clinical insights, researchers 
found that symptoms start to develop quickly, on 
average about two days after contact with the virus. 
The infection first appears in the throat; infectious 
virus peaks about five days into infection and, at 
that stage, is significantly more abundant in the nose 
than the throat. They also found that lateral flow 
tests are a reassuringly reliable indicator of whether 
infectious virus is present (i.e. whether they are likely 
to be able to transmit virus to other people).

The Human Challenge Programme is a partnership 
between Imperial College London, the Vaccine 

Results in from first COVID-19 
human challenge study

Taskforce and Department of Health and Social Care 
(DHSC), hVIVO (part of Open Orphan plc), and the RFL. 

The findings detail the outcomes in 36 healthy, 
young participants with no immunity to the virus. 
This landmark study, which took place at a specialist 
unit at the RFH, shows that experimental infection of 
volunteers is reproducible and resulted in no severe 
symptoms in healthy young adult participants, 
laying the groundwork for future studies to test new 
vaccines and medicines against COVID-19.

Dr Sir Michael Jacobs, consultant in infectious 
diseases at the RFL, said: “We have vast experience of 
safely managing highly transmissible infections at the 
Royal Free Hospital and we are really pleased to have 
been able to play our part in this landmark study.”

All participants will be followed up for 12 months 
after leaving the clinical facility to monitor for any 
potential long-term effects.

Participants were exposed to the lowest possible 
dose of virus found to cause infection, roughly 
equivalent to the amount found in a single droplet 
of nasal fluid.

Members of the EBUS team at CFH
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‘Road to Recovery’  
– BBC Hospital returns 

The extraordinary staff and patients of the Royal Free London are returning to BBC Two this month, with an 
emotional new episode of Hospital.

The one-off episode charts the incredible journeys of patients and the staff who are caring for them as the 
trust grapples with the challenge of recovery following two years of the pandemic.

Hospital: Road To Recovery is being broadcast on Thursday 24 March at 9pm - two years since the UK entered 
its initial lock down and the team behind Hospital were first invited to film inside the Royal Free London.

Among those featured in the episode are 29-year-old dancer Lauren, who has been waiting two years for the 
vascular procedure she needs to return to the profession she loves, and 43-year-old nurse and mother of two 
Rebecca who has been diagnosed with a form of pancreatic cancer.  

The programme also puts a spotlight on the work of the team running the high level isolation unit at the Royal 
Free Hospital, when Awa, a patient with a Lassa fever, is transferred from another hospital 55 miles away.

Caroline Clarke, RFL group chief executive, said: “We were delighted to welcome the team behind Hospital 
back to the trust. It’s a chance for the public to see some of the incredible work that is happening at our 
hospitals.

“Our staff have been simply astonishing over the past two years and this episode showcases some beautiful 
patient stories and really demonstrates that in this new era for the NHS we are just as committed to 
delivering the very best patient care as we’ve ever been.”

Watch Hospital: Road to Recovery on BBC iPlayer.

Here to help: L-R Dr Nasirul Ekbal, consultant in intensive care and renal medicine, Professor Jocelyn Brookes, consultant 
endovascular radiologist, Anisha Asukha, colorectal surgeon, Kulwant (Kay) Dhadwal, consultant in intensive care 
medicine and anaesthesia, and Ali Esmaeili, plastic surgeon
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Hearts and flowers – 
developing professional skills 
in the kitchen
The Project Choice team have 
transformed the RFH Glass Café into a 
Learning Café, providing space for young 
people to develop their confidence and 
employability skills.

Project Choice is a specialist college which 
delivers supported internships for young 
people with learning difficulties, disabilities 
and/or autism. Eight interns have been 
working across a range of departments at 
the RFL since September 2021.

One student, Kyrone, shared his 
experience working with the catering 
department.

Kyrone said: “I enjoy baking, and this is 
a huge passion of mine. I currently make 
a variety of cakes for the Learning Café, 
which are in my very own display cabinet. I 
am very proud of this.

“I have also taken on mini projects, such 
as baking 50 cupcakes for the executive 
team, and constructing a fondant display 
for my Valentine’s special cupcakes. I am 
now creating another display for Easter.”

Nigel Brinkhurst, head chef at the RFH’s 
private patients unit, is a Project Choice 
mentor supporting Kyrone’s placement 
at the trust. Nigel said: “When Kyrone 
started, he had never done any fondant 
work before. I trained him to create roses 
and leaves, and he showed a passion for 
this. Kyrone has since made a Valentine’s 
Day display and shown real professional 
skills.”

Kyrone added: “I’ve found working 
with Nigel very fun. He’s really patient 
and takes his time to make sure I really 
understand something.” 

Larry Rosenthal, catering manager at the 
RFH said: “It is amazing to see how far 
Kyrone has come with Nigel’s mentorship. 
It has been a great experience for both of 
them and we look forward to seeing him 
succeed in the industry we love.”

The Learning Café is open for staff from 7.30am – 2.30pm, Tuesday to Friday.

For any queries about the programme, and if you are interested in hosting an internship, please get in touch 
with Project Choice area manager, Sam Brown: Sam.Brown1@hee.nhs.uk 

Nigel Brinkhurst next to Kyrone’s cake display

A selection of Kyrone’s tasty treats
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Adapting our services to best 
support care home residents 

New research from BH has revealed that the 
introduction of care home multi-disciplinary teams 
(MDTs) can drastically reduce emergency admissions, 
helping to ease pressures faced by the NHS. 

The study, supported by the end of life charity Marie 
Curie, was carried out in three residential care homes 
in north London. In one of the care homes, there was 
a 75% reduction in emergency admissions after the 
MDTs were introduced, as well as reducing the time 
each resident spent in hospital. 

The MDTs, which are now being rolled out across 
the borough, ensure care home residents can access 
specialist treatment more quickly.

Vital that residents get timely care
There are around 100 care homes in Barnet – more 
than in any other borough in London – and many of 
the residents are very elderly and frail, so it is vital that 
they don’t wait too long for care.

As part of this project, community matrons were 
appointed to visit the care homes regularly to check 
on the health of residents.

Twice weekly, the matrons attended a virtual MDT 
with David Levy and Mel Romain, elderly care 
consultants from BH, Vivienne Gould, an old age 
psychiatrist and a community pharmacist. The team 
also had access to therapists and a dietician and GPs 
and care home managers were encouraged to attend.

Partnership working 
The research, which was carried out by 
Anna Steel, consultant geriatrician at BH, 
showed that as well as reducing emergency 
admissions, the support of MDTs meant 
medications were on average reduced 
by two per cent across all three care 
homes. Fewer 
medications 
mean patients 
experience 
fewer side 
effects, including 
delirium.

Anna said: “For 
residents  
living with 
frailty, improving 
accessibility 
to healthcare 
services through 
an MDT approach 
helps residents 
to age well and 
avoid unnecessary interventions.”

David added: “Accessing timely healthcare 
can be challenging in the aftermath of the 
pandemic. Our hospitals are very busy and 
when it comes to frail, elderly patients, we 
have had to adapt our services to be able to 
see them, investigate and treat as promptly 
as possible, but ideally out of hospital.

The project was funded by Central London 
Community Healthcare NHS Trust (CLCH) 
and, following the pilot, they have decided 
to commission the service in Barnet long-
term.

CLCH community matron and MDT 
coordinator Ellie Aguilar said: “The service 
prevents hospital admissions, assists in 
preventing deterioration of a resident’s 
condition, if waiting for appointments, and 
offers an holistic overview of the resident’s 
condition including medications management 
and around their daily activities.”

Anna Steel, consultant 
geriatrician at BH

David Levy, elderly care
consultant at BH

Mel Romain, elderly care
consultant at BH
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Meet the greener inhalers team
Did you know that 
inhalers contribute 
to almost 4% of the 
entire NHS carbon 
footprint? The RFL 
has set itself an 
ambitious target to 
prescribe low carbon 
inhalers where 
clinically appropriate. 
Through education 
and advocacy, the 
trust aims for 75% 
of its initial inhaler 
prescriptions to be 
greener.

The most common inhalers used in the UK are 
pressurised metered dose inhalers (pMDIs). These 
contain propellants which are potent greenhouse 
gases, thousands of times more dangerous than carbon 
dioxide. The carbon footprint of one pMDI equates to 
a 175 mile car journey from London to Sheffield. 

Dr Simon Brill, consultant respiratory physician, said: 
“We want to make sure this is on people’s radars. 
There’s a real need for more open dialogue with 
patients and staff across the NHS about greener 
practice. An alternative to using pMDIs is dry powder 
inhalers, which are a lot better for the environment. 
Where medically appropriate, we are encouraging 
prescribers to consider these first line.”

No excuse for abuse at the RFL 
Staff across the RFL have been urged to report any 
abusive behaviour they experience from patients 
and members of the public.

Bev Thomas, director of nursing at BH, chairs the RFL 
violence prevention and reduction network.  
She said: “Here at the Royal Free London, we have 
zero tolerance for all forms of abuse, harassment, 
and discrimination. 

“Our staff are here to help, and we will not accept this 
kind of behaviour. Services remain under extraordinary 
pressure – let’s all remember to be kind.”

All RFL staff are encouraged to contact their local 
security team for support at the earliest opportunity 
where violence or aggression is being experienced.

Stacey Fuszard, group head of security and local 
security management specialist, said: “I would urge 
staff to use the Datix form that can be found on 
Freenet to report incidents. We’ve seen some really 

A group of RFL staff are creating change through 
education, advocacy and empowerment of 
colleagues and patients. Junior doctor, Helena 
Wickham, conducts questionnaires with patients and 
prescribers to raise awareness and to help shape new 
trust guidelines for inhaler prescribing. She said: “A 
lot of the people we work with and treat have been 
shocked to find out more about the environmental 
impact some inhalers have. This is an issue that more 
and more people are concerned about.”

positive results when staff use this. It’s also a useful 
learning tool and a way to spot any recurring trends 
or themes.

“Our team can also support staff when a crime at work 
is taken to court. Please don’t be afraid to speak up.”

Access a hub of information on Freenet, including 
the Datix form, security advice, and staff support.

Advice for prescribers:

1.  Optimise disease control: what’s good for the 
patient is good for the planet. 

2.  Consider a dry powder inhaler (DPI) when 
starting a patient on inhaled treatment.

3.  Encourage patients to take their used inhalers 
back to pharmacies to be properly disposed of 
– this breaks down the residual HFA propellants 
that would otherwise be released into the 
atmosphere.

Further resources to explore:

•  Find out more at: greeninhaler.org and 
greenerpractice.co.uk

•  Join the greener RFL staff network – more 
information can be found on Freenet.

Dr Simon Brill and junior 
doctor, Helena Wickham
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Governors’ update

The results are in: membership engagement survey 2021 
The results are in and provide a valuable snapshot of what we do well and what we could do better when 
communicating with the RFL membership.

A huge thank you to everyone who shared their views – we received almost 1,400 responses. This is  
6% of the 23,676 members surveyed. We had 593 responses from staff, 417 from patients and 381 from 
the public.

Below you can see some of the key findings and the improvements being made. To ensure we are 
continually listening and improving, we will carry out another survey in the summer.

Survey highlights

Medicine for Members’ events

Hosted by governors, these events provide an 
opportunity for members to hear about the RFL’s 
services.

•  Over half of members said events should be no 
longer than an hour 

•  A mixture of in-person and virtual sessions  
are preferred

•  Respondents want to hear about cardiology 
(43%), diabetes (35%) and research  
and innovation (32%) at future events

Monthly membership email 

This is sent to all members with the latest updates 
from the RFL.

•  More than 90% said they found the monthly  
membership update useful

Freepress

•  61% said they read Freepress regularly

•  Preferred topics for the magazine are research and 
development and service changes but members 
are also interested in campaigns, feedback from 
patients and human interest stories

•  Over 67% of those who do not read Freepress 
regularly said it was because they got their 
information about the RFL from other sources or  
didn’t have time

Social media

•  Over 50% of respondents do not follow any of 
the trust’s social media channels

•  The most popular channel is Facebook, followed 
by Twitter, then YouTube, LinkedIn and 
Instagram

Members also shared other comments:

‘The Royal Free London is doing a 
wonderful job’

‘Communications are informative 
and well presented’

‘I will now start to follow you on 
social media’

We are always looking for ways to improve the way we 
communicate with members. If you would like to share 
any feedback, please email rf.governors@nhs.net 

Become a member

To become a member, please visit the trust’s website 
or email rf.membership@nhs.net 

You said. We’re listening!

•  Our recent Medicine for Members’ event: 
Inside BH’s emergency department was one 
hour long – we hope that shortening the 
session from an hour and a half to an hour 
will mean more people have time to attend

•   A future Medicine for Members’ event will 
focus on one of the top three preferred 
topics and we will bear the others in mind 
for future events

•   Freepress and the trust’s website regularly 
feature research and development updates 
and service changes which we will make 
sure to highlight to members in the monthly 
membership email 

•   Our monthly membership email now includes 
links to the trust’s social media channels to 
encourage members to follow and engage
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Taking care of your wellbeing
Every day, our staff go above and beyond to care for our patients – thank you.  
Please take the time to also look after your own wellbeing:

•  Contact the REST helpline on extension 31276, Monday-Sunday, 8am-8pm  
to request support for your department

•  24/7 helpline (out of hours) contact Care First on 0800 174319 (24/7 service)  
for emotional and psychological support or access online via  
www.carefirst-lifestyle.co.uk; login details can be found on Freenet

•  Contact the Samaritans (on 116 123), NHS Helpline (111) or your GP

•  Visit the REST hub on Freenet for a range of resources, information and  
wellbeing tips

What is your background and how long have you 
worked at the trust? 
I’ve worked across Barnet Hospital and Chase Farm 
Hospital for the past eight years. I have a background 
in radiotherapy and radiology, and this clinical 
understanding helps me support patients and those 
affected by cancer. My colleagues in the service, 
Azmina Rose and Trisha Enes, have experience in 
counselling, psychotherapy and palliative care.

How would you describe the Macmillan cancer 
information specialist role?
As Royal Free London employees, we work in 
partnership with Macmillan to offer information 
for anyone who is affected by cancer. This includes 
advice surrounding managing side effects, as well 
as both emotional and practical support. Our 
service is not only for patients and their networks 
– we also welcome staff to drop into our centre, 
browse through our resources, and speak with our 
team. You can find us in the oncology out-patients 
department at the Royal Free Hospital, and at Barnet 
Hospital and Chase Farm Hospital. We now have 
an outreach service at Finchley Memorial Hospital 
infusion suite, as many patients were transferred 
there during the pandemic for their treatment.

What are the aims of your service?
To offer a confidential drop-in service for anyone 
affected by cancer and to help people find the 
support and information most suitable for them. 
For some patients, this could be a chat when they 
come into hospital for chemotherapy. For others, 
this could be signposting to financial advice or carers 
centres. We see people at different stages of their 

diagnosis and treatment 
journey and therefore stock 
a wide variety of information 
booklets and leaflets on all 
aspects of cancer. Ultimately, we 
want people with cancer to feel safe 
and listened to. We put a lot of effort 
into creating a space that is relaxed and comfortable 
for anyone who drops in.

How has the service adapted and changed during 
the pandemic? 
In March 2020, we had to close our centres and we 
worked very hard to re-open as soon as we safely 
could. We’ve really noticed the emotional impact 
of the pandemic in loneliness and isolation of our 
patients and felt it very important to keep up our 
confidential drop-in service. For many, the pandemic 
created a doubling in anxiety.

We were one of the first trusts to open up our face-
to-face service again and our feedback shows just 
how much people want a listening ear. A friendly 
and familiar face can make a world of difference.

Looking forward, what plans do you have for  
the service?
Our onsite support services are slowly reopening, 
including the cancer hair care service. We’re hoping 
to be able to invite back our welfare benefit adviser 
to Chase Farm Hospital soon. As a team, we’re 
also working on a ‘hints and tips at home’ video 
project about managing side effects. We wanted to 
replicate the human, personalised warmth of our 
service so patients can access our support from the 
comfort of their homes.

60 seconds with…
Laura Hennessey, Macmillan cancer information specialist  
at the RFL.    

http://www.carefirst-lifestyle.co.uk

