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Who are we?
We are a group of current users of the Trust or residents

of the West Herts area who have volunteered to assist the

Trust by giving representative views on current topics of

interest to the Trust, acting as a critical friend to the Trust.

We are an active working group that meet monthly to

promote patient involvement with the activities of the

Trust.

What do we do?
•   We hold monthly meetings to consider items of 

    patient interest at the hospital.

•   We give our views on the quality of hospital services.

Welcome to the annual report of the Patients Panel of the 

West Hertfordshire Hospitals NHS Trust

•   We review hospital documentation to see if it is readily

    understandable by patients.

•   We provide volunteers for patient led assessments of 

    the hospital environment.

•   We maintain contacts with outside patient bodies.

•   We assist with clinical audits and ward assessments.

•   We champion patient issues such as the provision of 

    better parking and the improvement of reception and 

    discharge areas.

Most important of all are our visits to the wards to meet

patients and staff and to help out on various initiatives

undertaken by the Trust.

1. Panel Chairman’s message

As in previous years, the Panel members have been

involved as critical friends of the Trust. The Panel is

delighted that the Trust has come out of special

measures. It appreciates the hard work this has entailed

for all members of staff in the Trust so that the very best

treatment is available for patients.

Over the past year the Panel’s main efforts have

concentrated on communication in all its forms; to this

end much has been achieved. At Watford General

Hospital with the help of Steve Barnett, Chair of WHHT,

designated parking has been provided for patients

attending the pre-operative assessment unit and there

will be new bathroom facilities in the paediatric

department for children with special needs.

With the help of one of the members new toilets have

been provided for the paramedics, and a patient’s room

in the Outpatients Department has been refurbished with

the help of the League of Friends. 

At St Albans City Hospital, the multi-faith room has been

redecorated thanks to the efforts of another member of

the Panel.

The Panel has reviewed many leaflets sent to patients for

easy reading and free of jargon. It has helped

relatives/friends to obtain concessionary parking for

frequent visitors, and is involved in the improvement of

discharge procedures. It will also be re-testing hospital

food.

Members of the Panel decide which areas their life skills

and availability are best suited. There are many

committees, inspections and reviews that include a

member of the Panel.

Going forward, the Panel has decided to continue to

concentrate on communication, but to take an interest in

sustainability and the championing for disability.

We are delighted to welcome Sean Bolton as a new

member this year. His comments will appear under ‘Why

me?’

Gill Balen, MBE
Chair, Patient Panel



2. Who we are?

As Chair of the Patient’s Panel I am asked to represent the
other members on various Trust Committees. These
include Patient Experience Group, Patient and Staff
Experience Committee and Patient and Public
Involvement Group. I also help with the monthly staff
awards.

I also attend Medicines Usage and Safety Panel,
Discharge Group and End of Life Care Panel.I have
regular meetings with the Chief Nurse to exchange views
and to iron out problems.

I have contact with one of the non-executive directors
who can give a different perspective as a non-member of
the Panel.

I also carry out Patient Led (PLACE) inspections, talk to
prospective Panel members and generally try to address
any problems or queries other members may have.
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Gill Balen, MBE
Patient Panel member since 2003 and chair since 2013

My name is Sean Bolton. I joined the panel in May 2017; I
am a disabled person who has a background in Health
and Social Care education and public involvement. 

I joined the Panel because I felt I could bring not only my
personal experience of using Health and Social Care
services but also my skills and knowledge of the policies
and how they impact on the public who use the health
services. I hope I will be able to develop the Panel and
West Herts NHS Trust understanding of the needs of
disabled people and how those needs can be met and
also to improve their services for the general public.

Sean Bolton  

Patient Panel member since 2018

I am 59 and a person with a disability. I am a trustee of
three local charities and Chair of Disability Watford, the
local Access and Campaigning charity for people with all
types of disability.

I am an Access Auditor and raise problems of accessibility
with the Trust’s buildings and services. Most of these are
brought to my attention through my work outside of the
Trust. My Guide Dog and I are involved with nearly all the
committees at the Trust where disability issues need
raising. 

Leigh Hutchings  

Patient Panel member since 2017

We show below statements from members of the panel describing what they do and what inspires them.
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My first year on the Patients’ Panel has been challenging
and enjoyable. Having previously worked in Facilities
Management in the Health service, I have been
concentrating on the “home comforts” for our patients,
cleaning, catering and the environment. 

Additionally as a cyclist I have been keen to improve the
state of the bike storage areas, and there have been
some improvements.

I am currently working with nursing colleagues to review
the patient discharge information, and removing where
possible NHS jargon.

So far no regrets on joining the Panel.

Frances Kipping 

Patient Panel member since 2017

I have quite a lot of input with the Outpatients
Appointment Department at St Albans so I am familiar
with how the department functions and the patient
systems. I’m also able to keep the Panel updated with the
latest service improvements.

I represent the Patient Panel at the monthly site meetings
at Hemel Hempstead and St Albans City hospitals. These
meetings are attended by staff representatives from
various departments and services across the Trust and
provide an opportunity to share information or raise any
issues with the relevant department or service concerned. 

Pauline Dolling  

Patient Panel member since 2010 

During the year I took part in Ward Accreditations, PLACE
assessments, clinical audits and food audits.

Two other particular highlights were:

- attended as the Patient Panel representative on the
Finance and Investment Committee taking particular
interest in the projects to develop new operating theatres
and to build a new multi-storey car park at the hospital.

I also acted as the Patient Panel representative on a
project group to develop a Medicines Optimisation
Assessment Tool. This was a joint project between
Watford and Luton and Dunstable Hospitals, the aim of
the project was to find a way of identifying patients who
are at greatest risk of ‘medication-related problems’ while
they are in hospital, allowing Pharmacists to focus on
patients who at greatest risk.

Tom Drabble  

Patient Panel member since 2013 
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3. Achievements of the panel during the year

Highlight 1 – Story from Watford 

Assistance to patients with feeding
For the last three years, I have been helping patients to
eat at Watford General Hospital. While doing this, I am
able to observe the hospital and come to a view as to
what is going right and what is going less well.

This allows me to support initiatives for improvements in
patient care.

I would encourage others to volunteer for this rewarding
activity.

Highlight 4 – The Starfish Ward at Watford 

Starfish Ward WGH
While outside Starfish, the children’s ward, I met two
members of staff who brought to my attention the
urgent need for changing and bathing facilities suitable
for very disabled children. I showed the problem to the
Chairman of the Board, Professor Steve Barnett, and the
Director of Facilities was informed. 

As a result plans have been finalised and work is due to
start shortly on this urgently needed facility, generously
funded by The League of Friends.

Similarly, I led moves to get new furniture in the Family
Room of the Outpatients’ area and to improve toileting
facilities for ambulance staff.

One of my first assignments was a Patient Led
Assessment (PLACE) visit at St. Albans, where we
discovered a neglected multi faith room. Following the
negative report on this area, the Trust acted and secured
charitable money and it was revamped- I still check on it
whenever I am in St Albans.

A little victory 
Sadly a lot of the walls at Hemel Hempstead Hospital are
covered in graffiti and there was one particular piece that
was really disgusting. I raised the issue repeatedly over
the months and I am glad to report that it at long last it
has been removed.

Highlight 2 – St Albans Multi-faith room

Highlight 3 – Graffiti at Hemel 

We highlight below some achievements during the year by individual members of the panel in various

parts of the trust

Gwendolyn Andrew
Patient Panel member since 2008

Frances Kipping 

Patient Panel member since 2017

Joanne Tyldesley 

Patient Panel member since 2013

Wendy Wilson 

Patient Panel member since 2011
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Activities carried out by Patient Panel members
The Patients’ Panel meets monthly to consider current issues arising in the Trust.  In addition to this, much
work is done on a regular basis by all members of the panel as indicated below:. 

Improving the patient experience 

Covering initiatives on: 
•   Parking
•   Appointments system (including reminders)
•   Reception experience
•   Mystery shopping
•   Waiting areas
•   Discharge experience
•   Cancellations
•   Facilities and adaptations for disabled people
•   Adaptations for those with dementia 
•   English language understanding.

4. Priorities for the year ahead 

Activity
Gill 

Balen
Leigh

Hutchings
Frances
Kipping

Joanne
Tyldesley

Pauline
Dolling

Wendy
Wilson

Tom
Drabble

Sean 
Bolton

Gwendolyn
Andrew

1 Ward accreditation     

2
Patient led
assessments (PLACE)

      

3 Site meetings   

4
Finance and
Investment
Committee



5 Food steering group 

6
Medicine usage and
safety



7
Discharge planning
group



8 Infection control 

9 Education Panel 

10 Hear you, see you 

11 Dementia panel 

12 Clinical reviews    

13 Ward visits     

14 Patient feeding 

15 Interview panels 

16
Outpatient
appointments

 

17 PLACE steering group 

18 AGM 

19 Long service awards 

20 Disability accessibility 

21 End of Life group 
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