
Patient Focus Group 30.07.2013 

Radiology Services 
The focus group held in July focused on radiology services.  

 

Staff in attendance: 

Simone Towie  Head of radiology 

Brian Holloway Consultant radiologist and clinical director 

Kerrie Madigan Admin and Clerical manager 

Toni Hall  Efficiency and quality lead 

Siobhan Murphy Radiographer 

Dave Edwards  CT Superintendent 

Sarah Durkin  General superintendent  

Natasha Sajnani Sonographer 

Phil Aspill  Porter supervisor 

Mandy Matthews Radiographic assistant 

Hayley  White  Patient experience administrator 

 

Governor in attendance: 

Arthur Brill 

Diana Muggleston welcomed the group and explained a bit about the role of focus groups.  

Simone Towie gave a short presentation to the group about how the radiology department has 

been using patient feedback to improve user satisfaction and experience.  

The radiology department has received investment of £24million over the past three years and 

work on the new department is finally complete. The investment has allowed the purchase of 

state of the art equipment, including a cardiac CT scanner which reduces the need for any 

invasive procedure and a wider bored MRI scanner to reduce feelings of claustrophobia.  

Patient flow in the department has improved and the opening hours have been extended to 

19:00 on weekdays and appointments can also be made on Saturdays, from 9:00-17:00.   

The department has taken notice of patient feedback received and has made a number of 

improvements to the service in light of this. You can see examples of these in the presentation.  

 

At this point some questions were asked by the participants: 

 One patient asked about the provision of services on a Sunday. Simone Towie explained 

that there is a 24/7 emergency service, but appointments are not currently held.  



 One participant was concerned that patients who have radio-nuclear treatment are 

asked to sit away from others in the waiting area but are allowed to leave the building 

to go to lunch.  

 One patient asked whether there was a system in place to identify those patients who 

have chosen their appointment time and fail to keep to it. Simone Towie told the group 

that there is a cut-off limit and if they arrive after that, they will not be seen. Further 

discussion was held on this topic and it was found that patients would be assessed on a 

case by case basis as some late arrivals will be unavoidable (transport etc.) 

 A couple of patients suggested having a dedicated phone number to call if patients are 

delayed. Both Simone Towie and Brian Holloway thought this was a good idea and 

would be something that they can look into.  

 It was identified that patients can get lost between the reception and scan area. Simone 

Towie explained that staff in the new ‘meet and greet’ role can take patients to the scan 

areas. 

  

The group was split into three, with two groups concentrating on the questions below and the 

other looking over the newly produced patient newsletter which the department hopes to 

publish every six months.  

 

Patients were asked to comment on the following questions: 

1) What is done well, and why? 

2) What do we need to do better, and why? 

3) What should be the top three priorities? 

4) How will we know if we have made a positive change? 

 

What is done well, and why? 

 There has been a marked visual improvement of the environment in the department 

 Staff attitude and waiting times have improved greatly 

 Clear explanations given across modalities  

 The radiology department is improving the way it works alongside others to incorporate 

procedures into days when patients are also here for clinic 

 The Royal Free is an excellent hospital 

 The staff are as professional and as caring as patients would like them to be 

 Staff are more accommodating and welcoming now 

 The wait is not too long and delays are usually communicated 

 Face to face bookings in CT  

 Appointment times have improved – a day’s annual leave had to be booked in the past  

 

 



What do we need to do better, and why? 

 The gowns provided are not needed for the procedures carried out in radiology. 

Participants felt that patients could be asked to bring a dressing gown with them if they 

would feel more comfortable 

 Privacy and dignity – patients left waiting in corridors in gowns. Simone Towie told the 

group that patients are now asked to change and wait in the room, not the corridor 

 Although the department is now open later into the evening and on Saturdays, 

participants felt there is a need for Sunday appointments and also wondered whether 

appointments could continue later than 7pm during the week 

 Better utilization of DNA slots. Some local people would be able to make it here quickly 

if given the option 

 The politeness of staff on the telephone 

 Changing the times of scans when an inpatient 

 Letters are sometimes not received on time 

 

What should be the top three priorities? 

 A phone number for patients to call to notify if running late and for staff to call patients 

nearby to come in 

 Appointment reminder service (was introduced Monday 29th July 2013) 

 Continue to give clear explanations of procedure 

 Review of gowns and privacy issues 

 Opening times – later in the evenings and Sundays 

 

How will we know if we have made positive change? 

 Feedback from patients 

 Reduction in complaints 

 

The group who reviewed the newsletter made the following comments: 

 There should be a feature article in the newsletter regarding the role of a governor 

and/or becoming a member of the trust 

 It should include a comment/compliment section that could be completed and 

submitted, or separate forms should be available in the waiting area 

 The title banner on the newsletter should list different imaging components of radiology 

 The newsletter should include a feature on the cost of scans and/or DNAs 

 To include a feature on a staff role within radiology 

 

They had some further comments to make around the radiology department in general: 



 The chairs in the radiology waiting area are not comfortable and or supportive for 

people with lower back pain and are difficult to get up from as they do not have arm 

rests 

 The questions on the touchscreen patient feedback system could be made more 

relevant to radiology 

 Patients would appreciate an open day of the facilities to see what the department 

looks like and ask questions about imaging without the pressures of attending an 

appointment 

 If patients need to wait after their procedure, they should be told why – otherwise they 

may worry something’s wrong 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Session Evaluation 

 

There were 21 attendees at this focus group and evaluations were received from 17. 

 

 
Positive = very/always  Neutral = fairly/sometimes  Negative = not/never 

 

 

The charts below depict the demographic breakdown of the attendees: 
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Negative

Neutral

Positive
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25% 
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Age 

18-25

26-35

36-45

46-55

56-65

66-75

76+

80% 

7% 13% 

How would you describe your ethnic group? 

White

Black

Asian

Mixed

Other

40% 

53% 

7% 

Do you consider yourself to have a disability? 

Yes

No

I do not wish to
disclose
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7% 
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How would you describe your religion or belief? 

Christian

Hindu

Buddhist

Jewish

Muslim

Sikh

None

Other

I do not wish to disclose

62% 13% 

25% 

If so, which type of disibility do you have? 

Physical Impairment

Sensory Impairment

Mental Health Condition

Learning Disability/
Difficulty

Longstanding Illness/
Health Cond.

I do not wish to disclose
NB: participants may have ticked more than one 
type 

7% 

93% 

Which of the following describes your sexual 
orientation? 

Bi-sexual

Gay

Heterosexual

Lesbian

I do not wish to
disclose


