
Imaging Department 

Royal Free Hospital 



 Includes CT, MRI, ultrasound, x-ray, 
mammography and interventional procedures 
(IRCU) 

 Investment of 24 million pounds in the 
department over the last 3 years 

 New state of the art equipment offering the 
most advanced techniques in imaging 

 Multidisciplinary professional expert team 
consisting of radiologists, radiographers, 
sonographers, radiographic assistants, porters, 
A&C 



What you told us…. What we did… 

The time of  my appointment was inconvenient’ Introduced Face-to-Face booking for appointments 

When there are delays, I don’t know how long I will 
have to wait and this is frustrating’ 

An electronic board has been implemented that displays 

the current delay (if any).  A verbal announcement is given 

every half an hour.  Review of templates to reduce waiting 

times 

‘I finally resorted to an email – finding an email 
address was not easy. I got no response’ 

Reviewed website to make contact details more prominent. 

Monitored daily with a response within 48 hours 

‘The person at the other end was rude and defensive 
and seemed astonished that I would feel anything 
other than grateful for the appointment and that the 
phone was finally answered’ 

Commissioned customer service workshops for staff to 

better understand the experience of the patient, and improve 

the approach used and service provided 

‘… a letter from the x-ray department which is 
impersonal and threatening is an inappropriate way in 
which to communicate with a patient’ 

A revision of the letter has been undertaken 

An appointment reminder service to remind patients of their 

appointments is also being implemented 

‘I received a DNA letter but never received my 
appointment letter’ 

A monitoring system was implemented to ensure an 

appointment is made and letter sent within 24 hours. Face to 

face bookings has eliminated the reliance on postal systems 

The pathways and systems in reception are confusing 
and delayed my appointment 

Introduction of self check in kiosks to facilitate and speed up 

the check in process 



 

 

 Development achievements 

 Improving access by reducing waiting time to 2 weeks for CT 

 Implemented face to face bookings in CT 

 Adjustment diary templates and offer evening and Saturday lists to 
improve patient choice 

 

Further developments current in process or being evaluated 

Further developments Planned date 

Implement check in kiosks to streamline the 
processes and reduce delays at reception 

September 2013 

Exploring options for electronic 
communication of appointments 

October 2013 

Reduce ultrasound and MRI waiting times May 2014 

Streamline face to face booking processes and 
expand the service 

October 2013 

Review of diary templates to streamline flows 
and reduce waiting times 

February 2014 



 

 

 

What is done well (and why)? What do we need to do better 

(and why)? 

What should be the top three 

priorities? 

How will we know if we have 

made positive changes? 


