
Solution:
We have looked at staffing of 
phlebotomists and altered shift 
patterns to ensure more appropriate 
cover, including regular use of bank 
staff.
Staff report they no longer have a 
problem of being unable to access 
phlebotomy when required.

Change idea 3
Charitable funding has been 
identified and Estates have 
agreed to work with us to 
improve signage and introduce 
wall maps by entrances.

Change idea 1
To simplify make verbal direction-
giving, we would have loved to 
introduce a taped line for patients to 
follow, rather than needing to convey 
complex directions.
Unfortunately this idea was not in 
keeping with the Trust’s overall 
wayfinding strategy.

Change idea 2
It is harder to find the way to other departments from 
Outpatients than from the main entrance, so a sign is in 
place to remind patients to check whether their 
appointment is here or in the main building.
 
Tests of change around positioning and wording of the 
signage did not initially help patients to avoid coming 
into the wrong department, but with perseverance we 
have now seen more patients take notice of the signage 
and head towards the correct hospitals entrance. 

Two changes of coach 
and annual leave 
delayed our progress 
over summer
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Problem:
Patients are entering hospital through 
the outpatients department rather 
than the main entrance, leading to:
· Longer queues at reception
· Nurse time spent explaining a 

complicated route
· Patients arrive late for their 

appointments feeling anxious and 
hurried

Problem:
Phlebotomy cover was 
inconsistent and 
sometimes led to 
delays in patient flow 
through clinic.

Change idea 4
The next thing to work on will be 
to help patients know where to 
go by adding a photograph of the 
correct hospital entrance to 
patient appointment letters.

MEANWHILE>>> 
A Trust-commissioned Wayfinding project 
supported the case for improvement in 
Chesterman Wing.

REDUCE
SPEED
NOW

Problem:
We wanted to know what causes 
clinics to run late, so we tracked 
patient flow through clinic for one 
week.  
This revealed three key issues:
· Patients do not usually arrive early 

for tests when asked to
· Demand for ECG is not spread 

evenly throughout the day
· There is great variation in time 

spent in the doctor consultations

Change Idea 1: Appointment Letters
By making better use of conditional statements in 
letters, we aim to improve the clarity of 
information provided to patients regarding the 
time they should arrive and what to expect during 
their appointment.
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Getting
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• Ease of finding the right place

We aim to improve

• Chesterman Building

In

• The patient receiving an appointment letter or phone call

The process begins with

• The patient leaving the department after their appointment

The process ends with

• Fewer people getting lost

• Staff giving fewer directions

• Patients spending less time in the hospital

By working on the process we expect

• Patients are confused and find it stressful

• We wish we could give patients more time

It is important to work on this now because
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About us:
The Cardiology Outpatients team is based in the Chesterman 

Wing at NGH and provides outpatient care from investigation and 

diagnosis through to surgery and/or ongoing management where 

required.  As part of the SYRS care group, a large proportion of 

our patients are from beyond the Sheffield area.

We have short weekly meetings involving a changeable group 

including the Sister, Staff Nurses, Clinical Support Workers and 

A&C representatives whenever possible.

 Car Park

• E-Check In
• Check-lists
• Missing notes
• Admin training

 All Other Routes

The journey 
continues...

Staff Survey
Love: Teamwork, Multi-disciplinary 

approach, being able to perform many 
functions.

Drives us nuts:  space, delays, too few 
trained staff, lack of facilities, missing/

late notes, communication, distractions 
from clinical work.

Patient Survey
Love: feeling cared for; 

friendly, professional, and 
welcoming staff; clear 

explanations; great service!
Drives us nuts:  delays, 

communication, moving 
around the department.

Meeting in smaller groups 
has helped us to have 
better discussions
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