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Welcome to Ramsay Health Care UK  

Cobalt Hospital is part of the Ramsay Health Care Group 

The Ramsay Health Care Group, was established in 1964 and has grown to 

become a global hospital group operating over 100 hospitals and day surgery 

facilities across Australia, the United Kingdom, Indonesia and France.  Within the 

UK, Ramsay Health Care is one of the leading providers of independent hospital 

services in England, with a network of 31 acute hospitals.   

We are also the largest private provider of surgical and diagnostics services to the 

NHS in the UK. Through a variety of national and local contracts we deliver 1,000s 

of NHS patient episodes of care each month working seamlessly with other 

healthcare providers in the locality including GPs, Clinical Commissioning Groups 

and the local NHS Trusts.  

Statement from Dr Andrew Jones, Chief Executive Officer, Ramsay 

Health Care UK  

 

“The delivery of high quality patient care and outcomes remains the highest priority 

to Ramsay Health Care.  Our clinical staff and consultants are critical in ensuring 

we achieve this across the whole organisation and we remain committed to 

delivering superior quality care throughout our hospitals, for every patient, every 

day.  As a clinician I have always believed that our values and transparency are 

the most important elements to the delivery of safe, high quality, efficient and timely 

care. 

 

Ramsay Health Care’s slogan “People Caring for People” was developed over 25 

years ago and has become synonymous with Ramsay Health Care and the way it 

operates its business.  We recognise that we operate in an industry where “care” 

is not just a value statement, but a critical part of the way we must go about our 

daily operations in order to meet the expectations of our customers – our patients 

and our staff. 

 

Everyone across our organisation is responsible for the delivery of clinical 

excellence and our organisational culture ensures that the patient remains at the 

centre of everything we do.   At Ramsay we recognise that our people, staff and 

doctors, are the key to our success and our teamwork is a critical part of meeting 

the expectations of our patients. 



 
 

Cobalt Hospital (Part of Ramsay Health Care UK) 
Quality Accounts 2021 

Page 4 of 64 

Whilst we have an excellent record in delivering quality patient care and managing 

risks, the company continues to focus on global and UK improvements that will 

keep it at the forefront of health care delivery, such as our global work on Speaking 

Up for Safety, research collaborations and outcome measurements. 

 

Ramsay has been proud to play its part in supporting the NHS during the COVID-

19 pandemic.  Over the initial phase of the pandemic, Ramsay provided: 

 

• Access to over 1,000 beds and 100 operating theatres across 33 Ramsay 

Hospitals. 

• Looked after over 650,000 NHS patients for outpatient appointments, 

diagnostics and surgery including urgent services such as cancer, trauma 

and acute care. 

• Over 50,000 MRI and CT scans delivered to the NHS. 

• Ramsay hospitals supported local communities with PPE training and care 

home swabbing.  

• Over 900 Doctors have worked with Ramsay to deliver services under 

emergency practising privileges.  

• Over 4,000 shifts equating to over 37,800 hours were carried out by 210 

Ramsay team members to support NHS teams in local Trusts 

• Over 500 items of equipment, ventilators and PPE provided to NHS Trusts. 

• 13 new diagnostic imaging modalities (MRI / CT / 3D Mammography) 

purchased to support the NHS. 

 

The national deal between the NHS and independent sector has been a remarkable 

achievement and has demonstrated the benefits of a joined up, coordinated system 

that works in partnership between all providers to provide real, tangible outputs. 

During the national agreement the independent sector provided critical 

infrastructure support to the NHS including people, facilities, supply chain access, 

medical kit and equipment, and capital investment.  In addition, through strict 

infection prevention control and green pathways Ramsay has been able to treat 

urgent cases in a safe, clinical environment. 

 

I am very proud of Ramsay Health Care’s reputation in the delivery of safe and 

quality care.  It gives us pleasure to share our results with you.” 

 

 (Andy Jones, Chief Executive Officer of Ramsay Health Care UK) 
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Introduction to our Quality Account 

This Quality Account is Cobalt Hospital’s annual report to the public and other 

stakeholders about the quality of the services we provide. It presents our 

achievements in terms of clinical excellence, effectiveness, safety and patient 

experience and demonstrates that our managers, clinicians and staff are all 

committed to providing continuous, evidence based, quality care to those people 

we treat. It will also show that we regularly scrutinise every service we provide with 

a view to improving it and ensuring that our patient’s treatment outcomes are the 

best they can be. It will give a balanced view of what we are good at and what we 

need to improve on. 

Our first Quality Account in 2010 was developed by our Corporate Office and 

summarised and reviewed quality activities across every hospital and treatment 

centre within the Ramsay Health Care UK.  It was recognised that this didn’t provide 

enough in depth information for the public and commissioners about the quality of 

services within each individual hospital and how this relates to the local community 

it serves.  Therefore, each site within the Ramsay Group now develops its own 

Quality Account, which includes some Group wide initiatives, but also describes 

the many excellent local achievements and quality plans that we would like to 

share.   

1.1 Statement on Quality from the Hospital Director 

I am delighted to introduce our Quality Account for 2020/21 which demonstrates 

our commitment to delivering high quality care. The report focuses upon our 

performance over the last year and also presents our priorities for 2021/22. 

As with all healthcare providers, 2020/21 has been a challenging year due to the 

global pandemic but despite these challenges we have continued to maintain our 

focus on quality, continuous improvement and positive patient experience to 

ensure we continue to deliver excellent out-patient and day-case services to our 

patients.  

2020/21 has continued to see GPs referring patients to our services, high patient 

satisfaction levels and low rates of clinical incidents and complaints. 
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Our team is pivotal to delivering a quality service and we are committed to training 

and developing our workforce and ensuring attitudes and behaviour are aligned to 

the Ramsay values and ‘The Ramsay Way’. 

Key achievements during 2020/21 include: 

 All patient feedback mechanisms continue to show consistently high 

satisfaction rates of over 95% for satisfaction and recommendation. We 

have also maintained our 5* rating on NHS Choices and reputation.com. 

 We continue to see low incident rates and low number of patient complaints. 

 The continued development and enhancement of our safety agenda with the 

embedding of the Ramsay Health Care UK ‘Speak Up For Safety’ campaign.   

 Maintaining ISO 27001 accreditation for information security.  

 Maintaining Joint Advisory Group (JAG) accreditation for endoscopy 

services. 

 Establishing hospital ‘champions’ for dementia, mental health and wellbeing, 

privacy and dignity and health promotion. In addition, we have a Mental 

Health in the Workplace Champion’ who along with 5 other members of staff 

have completed ‘Mental Health in the Workplace Training’.  

 Continued compliance with Ramsay Health Care UK internal audit 

programme which provides internal quality assurance for the services we 

provide.  

 Registered with the North East ‘Better Health at Work Award’ achieving the 

Bronze Level Award in 2020/21 with planned progression to Silver Level 

Award in 2021/22.  

 

Our priorities for 2021/22, which include our response to the ongoing challenges 

we face with the global pandemic, are focused upon ensuring continuous 

improvement, creating services centred around the patient, getting it right first time 

and putting patient safety at the heart of everything we do.  We will continue to 

focus on compliance with our internal clinical audit programme with the launch of 

‘The Perfect Ward’, a real time audit programme.  Whilst our review of key 

performance indicators indicates good patient outcomes we will continue to look at 
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other ways to measure health improvement gains with the support of our Medical 

Advisory Committee.   

Sandra Donoghue,  

Hospital Director, 

Cobalt Hospital. 

 

  

1.2 Hospital Accountability Statement 

To the best of my knowledge, as requested by the regulations governing the 

publication of this document, the information in this report is accurate. 

 
Sandra Donoghue  

Hospital Director  

Cobalt Hospital (Part of Ramsay Health Care UK) 

 

This report has been reviewed and approved by: 

 

Peter Hodgkinson – Medical Advisory Committee Chair 

Dave Cloke - Clinical Governance Committee Chair 

Dr Lesley Young- Murphy, Executive Director of Nursing and Chief Operating 

Officer for NHS North Tyneside. 

Health Overview and Scrutiny Committee 
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Welcome to Cobalt Hospital 

Cobalt Hospital was built in 2005. The hospital is a single level building and is a 

modern, purpose-built unit designed for the diagnosis, assessment and treatment 

of conditions on a day case basis. We provide fast, convenient, effective and high 

quality treatment for patients of all ages (excluding children below the age of 18 

years), whether medically insured, self-pay, or from the NHS.  

Hospital Facilities  

 Welcoming reception and waiting areas to provide more appropriate space 

and comfort for patients. 

 Maximise natural light. 

 Outpatient department with consulting rooms and a treatment / procedure 

room. 

 Out-patient physiotherapy service. 

 2 operating theatres (1 dedicated to endoscopy and the other to day case 

surgical procedures). 

 Recovery areas with 2 stage 1 recovery areas for patients having a general 

anaesthetic and 6 stage 2 recovery bays for ambulatory patients and 

patients having a local anaesthetic, comprising of 8 recovery areas in total. 

 Free on-site parking 

 Located within the Cobalt Business Park there is ample free car parking, 

good public transport links and easy access to main road networks.  

 On site Sterile Services Department for the reprocessing of surgical 

instruments for both Cobalt Hospital and Tees Valley Hospital in 

Middlesbrough. 

Cobalt Hospital currently provides NHS services for the following specialties: 

gastroenterology, endoscopy procedures, podiatric surgery, general surgery, 

orthopaedics, vascular surgery and plastic surgery. These specialities are also 

available to patients with private medical insurance and those who choose to pay 
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for their treatment. We employ a private patient manager to guide patients through 

this pathway. We have continued to provide direct access services in endoscopy 

for gastroscopy and flexible sigmoidoscopy.  

North Tyneside Clinical Commissioning Group continued to be our lead 

commissioner of NHS Services for 2020/21, on behalf of neighbouring clinical 

commissioning groups, with regular service review meetings held to discuss 

performance.  

Patients were referred and travelled from Northumberland, North Tyneside, 

Newcastle, Sunderland, South Tyneside, Gateshead and North Cumbria. 

Referral to the hospital for NHS services is direct from GP via the electronic referral 

system (eRS) and we have dedicated eRS Co-ordinators and a GP Liaison Officer 

to facilitate the NHS referral process.  We do not currently provide any outreach 

services.  

During 2020/21, we delivered 3,170-day patient procedures at Cobalt Hospital; the 

focus of the hospital continues to be on delivering NHS activity equating to 93.2% 

of admissions. Currently 6.0% of admissions are self-pay patients and 0.8% of our 

admissions are through private medical insurance.  

We have maintained and strengthened our relationships with our local NHS Trusts 

and increased strategic networking with the local NHS Trusts. During the 

pandemic, in varying degrees, we have supported Newcastle Upon Tyne Hospitals 

NHS Foundation Trust, Northumbria Healthcare NHS Foundation Trust, 

Gateshead Health NHS Foundation Trust and North Cumbria Integrated Care NHS 

Foundation Trust in delivery of both out-patient procedures and day case 

admissions to assist them in reducing their waiting times.  Where possible, we will 

continue to support our local NHS Trusts moving into 2021/22 as part of their 

recovery plan in tackling waiting times with activity planned for endoscopy, urology 

and plastics/ dermatology. We will also continue to strengthen existing links and 

develop new links with our local Trusts, CCGs and referrers.  

Our success is dependent on our staff and 2020/21 has seen an increase in the 

number of in terms of workforce there are 59 contracted members of staff employed 
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at Cobalt Hospital comprising of 55% clinical posts (including sterile services staff) 

and 45% supporting staff with a mix of full time and part time positions.  78% of all 

patient facing clinical posts are held by registered nurses and 22% by health care 

assistants. We have a registered nurse patient ratio of 2:6. As part of our team, we 

also directly employ 2 consultants (1 Consultant Gastroenterologist and 1 

Consultant Anaesthetist) and have a further 27 visiting consultants with full 

practising privileges. Cobalt Hospital also employs bank staff to provide a greater 

flexibility in the workforce which allows us to flexibly use our capacity and ensure 

our waiting times are kept to a minimum. 

The breakdown of skill mix across the hospital is as follows: 

• Ward/ OPD skill mix RN 65%:35% HCA. 

• Theatre skill mix RN 87%:13% HCA. 

• Endoscopy skill mix RN 75%:25% HCA. 

 
In addition, to the services we provide to our patients, Cobalt Hospital is also proud 

to say that we are involved in the local community and in national charities. In 

2020/21 we sponsored the following local charities through fund-raising events: 

 

 North East Homeless where we contributed to food bank as well as fund-

raising to support the charity. 

 Liver North (National Liver Patient Support Group). 

 Alzheimer’s Society. 

 MacMillan Cancer Support.  

 

We will continue to support some of these charities during 2021/22 with activities 

being managed and monitored through the hospitals Employee Engagement and 

Innovation Group.  
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Part 2 

2.1 Quality priorities for 2020/21   

Plan for 2020/21 

On an annual cycle, Cobalt Hospital develops an operational plan to set objectives 

for the year ahead. We have a clear commitment to our private patients as well as 

working in partnership with the NHS ensuring that those services commissioned to 

us, result in safe, quality treatment for all NHS patients whilst they are in our care.  

We constantly strive to improve clinical safety and standards by a systematic 

process of governance including audit and feedback from all those experiencing 

our services.   

To meet these aims, we have various initiatives on going at any one time. The 

priorities are determined by the hospitals Senior Management Team taking into 

account patient feedback, audit results, national guidance, and the 

recommendations from various hospital committees which represent all 

professional and management levels.  

Most importantly, we believe our priorities must drive patient safety, clinical 

effectiveness and improve the experience of all people visiting our hospital. 

Priorities for Improvement  

2.1.1 A review of clinical priorities 2020/21 (looking back) 

Patient Safety 

Reduce surgery related harm  

 
During 2020/21, one of our key priorities was to ensure we continuously improve 

our approach to ensure safer surgery through better use of the checking process 

including use of the WHO Surgical Safety Checklist. This was included in the 

hospitals Commissioning for Quality and Innovation (CQUIN) targets.  The aim was 

to reduce risk and encourage a safer culture by improving teamwork and 

communication, with every team member feeling confident to speak up and raise 
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concerns. We also wanted to see appropriate incidents and near misses being 

reported, as an indicator of safety awareness. Figure 1 below shows the approach 

that was used in this project.  

   

Figure 1: Project Approach to Reduce Surgical Related Harm 

Practice was measured using quantitative and qualitative measure and monthly 

observational and documentation audits were undertaken were reported on 

quarterly and 100% compliance was achieved by the end of quarter 4 in 2020/21. 

This was 21 % improvement in compliance from the baseline audit of 79%.  

Themes and examples of learning from incidents, near misses, speak up for safety 

documentation and observations were also fed back to staff at head of department 

meetings and departmental meetings.   

The Ramsay Health Care UK “Speak Up For Safety” campaign facilitated through 

the Cognitive Institute which was launched in 2018 has played a key part in the 

success of this initiative and has helped facilitate a number of safety improvements 

including staff confidence in escalating any safety concerns.  

 

 

 

 

Observational 
WHO audit

Education and 
Training

Lessons Learnt
Process 
Review

Speak Up For 
Safety
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Staff Training and Development  

 

2020/21 continued to see increased engagement with our workforce through face 

to face training sessions, staff forums and the re-launch of our Employee Innovation 

Group (EIG). In addition, we have encouraged our staff attendance at the monthly 

GP education events delivered by the surgical consultants who operate at Cobalt 

Hospital. The latter has enabled increased engagement with the consultants and 

networking opportunities with local GP community, striving to innovate and to 

improve through effective teamwork.  

 

During 2020/21, we also saw the introduction of monthly ‘lunch and learn’ sessions 

delivered by various members of staff within the hospital and topics have included: 

emergency transfer processes; blood transfusion; medicine management including 

the process for ordering controlled drugs and recognition and treatment of sepsis. 

 

We have also placed a strong emphasis on staff compliance with mandatory 

training which is accessed via the company’s e-learning platform, LearnSpace 

which is facilitated by Skills for Health. We have seen an increase in overall 

compliance levels to over 95% and the hospital is in the top quartile regarding 

performance against this key performance indicator.  

 

Reduce Harm from Unrecognised Deterioration  

 

Unrecognised deterioration is where a patient’s health becomes worse and this is 

not picked up and acted on quickly. As a result of learning from nationally reported 

serious incidents the importance of NEWS2 and escalation processes the overall 

aim of this initiative was to improve early recognition of patients at risk of 

deterioration and so reduce patient harm.   

 

This quality initiative focused on the following key areas: 

 Improving NEWS scoring and vital sign recording, as the most effective tool 

for identifying at-risk and deteriorating patients.  

 Improving the measurement and use of SBAR as a tool to improve timely 

and effective escalation and response.  
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 Improving the prompt and effective treatment of sepsis as the primary cause 

of deterioration. 

  

This clinical audit involved the monitoring of patient pathways with a focus on 

ensuring that the most common causes of patient deterioration i.e. sepsis and 

acute kidney injury (AKI) was recognised.  The audit included review of 

documentation to ensure that patients vital signs were being reliably recorded, and 

that escalation processes to medical, senior nursing staff were being adhered too.  

The outcome of the audit highlighted that we were compliant with the 

documentation and scoring of the NEWS2 data. As a result of this and documented 

incident data there were no improvements to be made however staff remain diligent 

in reporting and are encouraged to escalate when necessary. Following the training 

on the recognition of sepsis, guides and flow charts have been introduced to the 

information file held by the clinical nurse on call as a reference. 

  

As a result of this audit and intervention, we have seen an improvement in nursing 

handovers, recording of National Early Warning Scores (NEWS) and improved 

escalation processes including the use of Situation, Background, Assessment, and 

Recommendation (SBAR). SBAR is a standard, recognised communication tool 

used in healthcare. The outcome of the audit was disseminated through the 

relevant hospital committees and departmental meetings and was a topic in the 

monthly ‘lunch and learn’ meetings and clinical training meetings.  

 

Increased Hospital Communication  

 

We recognise that effective planning of patient admissions and efficient discharge 

planning and pathway progression are key in providing a seamless service for our 

patients. During 2019/20 we introduced a daily multi-disciplinary safety huddle and 

weekly capacity management planning meetings, which have evolved and been 

embedded further into the daily work routine during 2020/21.  

The daily multi-disciplinary safety and communication huddle provides our teams 

with the opportunity to raise and address any safety issues they have identified in 

their areas of work. This initiative has facilitated improved team communications 
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and focuses on positive patient outcomes as well as improving the efficiency and 

consistency in the delivery of patient care. The daily huddle is recorded and is 

visible to all staff each day and includes items such as senior leadership key 

messages, any patient special requirements, nominated list safety officers, 

emergency bleep holders, nominated fire wardens, medicines management, staff 

nominated for equipment checks including emergency equipment.  

The weekly capacity planning meeting was also re-launched in 2020/21 again using 

a multi-disciplinary approach. This is now a key meeting within the hospital and is 

attended by a member of the Senior Leadership Team and the Heads of 

Department from endoscopy, theatre, ward, out-patients and administration. The 

focus of this meeting is to review activity planned in both out-patients and in the 

day-case unit to ensure effective forward planning to maximise efficiency and 

available capacity. In addition, any specific patient requirements are highlighted 

and staffing is reviewed to ensure the correct skill mix is available to provide high 

quality care to all our patients.  

Building strong communications links where information is exchanged between 

multiple departments can help you avoid preventable errors and ensure a safe 

working environment.  Opening the lines of communications offers many benefits 

not only for patients but also for clinical and other non-clinical staff members. 

Working in a collaborative environment can be less stressful and inspires the entire 

team to work together to find innovative patient care solutions.  

We will continue to improve hospital wide multidisciplinary communication through 

both the daily morning hospital huddle and the weekly capacity planning meetings.  

Patient experience  

Improving overall patient experience as measured by the Friends and 
Family Test (FFT) and Patient Satisfaction Surveys (PSS)   

 

We recognise that a good patient experience has a positive effect on recovery and 

clinical outcomes. During 2020/21 we have continued to focus on improving patient 

experience by asking patients what is important to them. The Friends and Family 

Test (FFT) asks patients whether they would be happy to recommend us to friends 
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and family if they needed similar treatment. The Patient Satisfaction Survey (PSS) 

covers a more generic analysis of coverall care provided in our out patients and 

inpatient areas.  

 

During 2020/21 we focused on improving FFT response rates and overall 

satisfaction for both out-patients and day case admissions. The overall FFT 

satisfaction rate i.e. number of patients who would recommend our services to 

friends and family is consistently over 95%. In addition, any comments and 

feedback from patients is recorded and reported monthly. During 2020/21, we have 

seen a dip in FFT response rate due to change of pathways during the Covid-19 

pandemic and the heightened focus on infection prevention and control measures 

and assurance. There will be a renewed focus on increasing FFT response rates 

to over 25% during 2021/22. The FFT report is discussed both in Senior Leadership 

& Heads of Department monthly meetings and also in the quarterly Customer 

Focus Group meeting.    

 

We have also introduced a robust process for review of patient feedback on NHS 

Choices and reputation.com which again are discussed at the quarterly Customer 

Focus Group and at other relevant meetings.  

 

2020/21 also saw the introduction of a 48-hour pre-admission call to patients, which 

involves patient checks and reviewing of the surgery schedule. This has resulted 

in an improvement in waiting times through more efficient use of resources e.g. 

reducing the number of patients who do not attend without telling us and process 

revision. In addition, 7-day follow-up telephone calls were introduced for patients 

across the Ramsay Health Care Group as part of the Covid-9 response to monitor 

infection rates and provide additional assurance regarding impact of infection 

prevention and control measures during the pandemic.  

To improve the patients overall experience even further, in 2020/21, we planned to 

commence the refurbishment of the hospital reception, the out-patient department 

and includes the replacement of internal and external signage. This has 
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unfortunately been deferred due to the global pandemic as it is non-essential work 

but it is provisionally planned to commence during 2021/22.    

Whilst our complaint rates have remained low in 2020/21, we are not complacent 

and we have continued to look for ways to further improve patient experience. 

Complainants are always asked how they would like their complaint to be handled. 

If staff receive any feedback regarding issues or concerns our staff will make every 

effort to respond at the time. If unable to do so, they would escalate to the Team 

Lead, Head of Clinical Services or Hospital Director who will discuss and/or visit 

the patient/ family at the earliest opportunity to resolve issues straight away. We 

have maintained a five-star rating on NHS Choices during 2020/21. 

As part of our annual submission to the Joint Advisory Group (JAG) for 

Gastroenterology to maintain JAG accreditation of our endoscopy services, we 

continue to conduct annual patient satisfaction surveys for patients undergoing 

endoscopy procedures at the hospital. This was undertaken in the summer of 2020 

with extremely positive results and was included in our annual JAG submission in 

November 2020. This will continue to be an area of focus for 2021/22.  

 

Clinical Effectiveness 

We will continue to participate in Local and National Audits 
 

During 2020/21 we also aimed to increase our data collection for Patient Recorded 

Outcome Measures (PROMs) and the Breast & Cosmetic Implant Registry (BCIR). 

As part of this quality initiative we have introduced a patient information station in 

out-patients to reinforce the patient information in the reception area; this increased 

provision of patient information will aim to help patients achieve realistic 

expectations of post-operative surgery and recovery. 

  

We have reviewed benchmark data against the relevant independent sector acute 

providers where comparisons are available through the Private Healthcare 

Information Network (PHIN). In addition, all consultants who attend Cobalt Hospital 

are now informed of any PHIN communications through a newly established 

consultant information board. 
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We have strengthened processes internally to ensure all the relevant 

recommendations arising from the reports are actioned.  

 

Learning is shared across the hospital with action plans and any areas of non-

compliance are discussed at the Clinical Audit and Effectiveness Committee on a 

quarterly basis. This is then reported to the Clinical Governance Committee on a 

quarterly basis.  

 

2020/21 saw Cobalt Hospital achieve 100% compliance of all applicable clinical 

audits within the Ramsay Health Care UK clinical audit programme. To support our 

improved compliance, an audit champion was appointed to monitor and feedback 

to staff progress and actions required and ensure any training needs are 

completed. The feedback from the clinical audits is discussed at both the Clinical 

Audit and Effectiveness Committee and the Clinical Governance Committee 

meetings. 

 
 

2.1.2 Clinical Priorities for 2021/22 (looking forward) 
 
The clinical priorities for 2021/22 are as follows: 
 
Patient Safety 
 

Infection Prevention & Control Board Assurance Framework (IPC BAF) 

March 2020 saw the start of the global Covid-19 pandemic impact on all services 

offered infection prevention and control (IPC) requirements have been key during 

this period. The IPC BAF has been developed to support all healthcare providers 

to effectively self-assess their compliance with Public Health England (PHE) and 

other COVID-19 related infection prevention and control guidance and to identify 

risks and mitigating actions. The first version was published on 4 May 2020 and 

includes 60 key lines of enquiry (KLOE). The BAF was updated on 22 May 2020 

with an additional 12 specific KLOEs, including cleaning frequencies and hand 

hygiene. 
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The approach is to build evidence against self-assessment, against the existing 10 

criteria as set out in the Health and Social Care Act (2008) Code of Practice on the 

prevention and control of infection. Using the framework is not compulsory but 

offers health organisations the internal assurance to support and maintain 

standards. As an organisation Ramsay Health Care UK has provided the  

self-assessment template to all hospitals in order to optimise actions and 

interventions and to assess compliance with current legislation and guidance. 

During 2021/22 the IPC BAF will be reviewed further to maintain compliance to 

guidance and recommendation. 

 

Prevention and control of infection is part of the overall risk management strategy 

within the hospital environment, continual management, review and assessment of 

practices and identified risks and control measures, through an annual audit 

programme will lead to the development of agreed objectives and priorities for 

identified target areas. A local audit will be introduced to monitor the compliance of 

the departmental cleaning schedules to highlight any areas/ new items which need 

to be added to the schedule, this will be conducted by the department IPC 

representatives and discussed at relevant meetings. The IPC risk register will be 

maintained and reviewed monthly at the Infection Prevention and Control 

Monitoring Group (IPCMG) and quarterly at the Infection Prevention and Control 

Committee. The hospital has commenced the development of a new IPC 

Committee with links from the Northumbria Healthcare NHS Foundation Trust and 

we will formalise this arrangement through a service level agreement to include 

support from both a Consultant Microbiologist and Lead IPC Nurse.  This has been 

delayed due to COVID -19 but remains a key focus for 2021/22.  

As a day-case facility the hospital does not partake in the point prevalence survey 

however in order to monitor antimicrobial usage in the hospital an antibiotic 

prescribing audit will commence in January 2022 to monitor frequency, type and 

duration of antibiotics prescribed for potential surgical site infections. 

Training and development for staff is an essential part of preventing patients from 

acquiring health care acquired infections (HCAI) Cobalt Hospital is committed to 

maintaining a low rate if HCAI’s and will be commencing competency based face 
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to face training on aseptic non touch technique. All clinical staff will be required to 

complete an annual assessment on aseptic non touch technique. 

Facility Assurance Audit – COVID-19 Response  
 
In addition to the IPC BAF as part of Ramsay Health Care UK’s assurance that all 

hospital sites were compliant to legislation, advice and guidance in the response to 

COVID-19 Quality Facilities Assurance Audit was introduced across the group.  

Each hospital is working with the Clinical Quality Partner to develop pathways and 

processes to ensure COVID-19 secure pathways for patients undergoing elective 

surgery and cohorting of staff and patients to manage this.    

Hospital sites were audited by the Clinical Quality Partners for each cluster. Cobalt 

Hospital’s audit score was 100% for the first audit and 93 % for the second audit. 

The audit programme targeted site compliance with patient cohort groups in 

respect of maintaining identified hospital zones, social distancing, hand hygiene 

and correct use of personal protective equipment. The standards audited and 

achieved will be a continued focus for 2021/22 with continued audit and re-audit of 

to ensure compliance. The progression of COVID-19 into 2021/22 will determine 

what national and local interventions are required and will be at the core of actions 

required to maintain patient safety. 

 
‘Speak Up For Safety’ Phase 2 – Promoting Professional Accountability 

(PPA)    

In 2018, Ramsay UK launched ‘Speak Up for Safety’, leading the way as the first 

healthcare provider in the UK to implement an initiative of this type and scale. The 

programme, which is being delivered in partnership with the Cognitive Institute, 

reinforces Ramsay’s commitment to providing outstanding healthcare to our 

patients and safeguarding our staff against unsafe practice. The ‘Safety C.O.D.E.’ 

enables staff to break out of traditional models of healthcare hierarchy in the 

workplace, to challenge senior colleagues if they feel practice or behaviour is 

unsafe or inappropriate. This has already resulted in an environment of heightened 

team working, accountability and communication to produce high quality care, 

patient centred in the best interests of the patient.  
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The Safety C.O.D.E. (which stands for Check, Option, Demand, Elevate) is a toolkit 

which consists of these four escalation steps for an employee to take if they feel 

something is unsafe. Sponsored by the Executive Board, the hospital Senior 

Leadership Team oversee the roll out and integration of the programme and 

training across all our Hospitals within Ramsay. The programme is employee led, 

with staff delivering the training to their colleagues, supporting the process for 

adoption of the Safety C.O.D.E through peer to peer communication. Training 

compliance for staff and consultants is monitored corporately; the company 

benchmark is 85%.  

As we have rolled out SUFS training to our staff and consultants, we are now ready 

to move on to the implementation of phase 2 of the program – Promoting 

Professional Accountability (PPA), specifically targeted for peer to peer 

engagement for our Consultant users who work at Cobalt Hospital and within 

Ramsay Health Care UK.  Our objective is to deliver a number of introductory 

sessions to consultants and staff and then to identify the consultant and clinical 

peer messengers for our hospital.  Once identified, all of our peer messengers will 

be trained into their roles. Our site will be live on the SUFS reporting platform on 

our Ramsay Intranet, and we will ensure that all staff and consultants are fully 

aware how and when to use it. 

 
Clinical Effectiveness  

‘Perfect Ward’ Application for the Clinical Audit Programme 

 

Ramsay Health Care UK have just implemented a new platform for our annual 

clinical audit programme, moving away from a manual and onerous excel 

spreadsheet approach to a web cloud based application (app) called ‘Perfect 

Ward’. It will provide an easy interface for staff to input data against set criteria, 

collate and analyse results in real time, produce exportable reports, facilitate action 

planning and provide notifications to managers when reviews have been 

completed.       
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A number of audit solutions were reviewed corporately before a decision was 

made to choose Perfect Ward.  Some of the advantages and reasons for this 

decision are that it is: 

 

• Simple to use and very intuitive. 

• Able to be used by all levels of staff. 

• Will replace current clinical audits and manual input into spreadsheets – 

helping drive quality assurance activities, whilst saving staff time and 

resource. 

• Can be used on numerous devices. Can be used on work mobiles (will be 

installed on new iPhones).  

• Used via patient Wi-Fi network, not Ramsay network.  

• Will enable photos to be taken to support evidence against any particular 

criteria. 

• Will enable an automatic notification process for results to managers – 

locally and centrally. 

• Will enable real time reports for the numerous reviews/audits that take 

place throughout Ramsay Health Care UK. 

• Will automate action plans (during 2021/22) 

• Can associate evidence (e.g. PHE guidance) via URLs linked to standards 

• Supports the JumpStart initiative and Ramsay 5-year strategy and IT 
objectives. 

 
Training sessions will be held over a two-week period, with a train the trainer 

approach and webinar type sessions including a demonstration of the platform, with 

2 staff attending per clinical area.  Following the training sessions, the staff will 

have access to a ‘sand pit’ solution to practice in prior to go live. 

 

The initial go live will include a handful of our clinical audits, however, over a few 

month period all clinical audits within our clinical audit programme will be live on 

the ‘Perfect Ward’ app.  We will then have fully transitioned over from our 

spreadsheet platform. 
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The next steps following our train the trainer training and ‘sand pit’ practice will be 

to roll out the training to all other clinical staff, to set up new user accounts for all 

relevant staff.  We have been provided with 2 mini iPads and access via a work 

mobile phone app and we will purchase additional IPads if required. 

 

We will continue to use the spreadsheet action plan template, however, when we 

later get access to the new action plan functionality within Perfect Ward in the next 

couple of months, we will move completely over to managing our audit programme 

and action plans on the app. 

 

Our aims and objectives of ‘Perfect Ward’ Implementation are: 

 

 To reduce time taken on conducting and reporting quality audits. 

 To address issues raised by audits more quickly. 

 Increased staff engagement with quality audits. 

 Improved understanding of staff on quality. 

 Improved quality of care through audit cycles. 

 

Patient Experience  

Cemplicity - External Web Based Patient Experience Survey 

Ramsay Health Care UK have been working with Cemplicity to drive its patient 

experience insight programme.  The patient experience measures programme was 

launched in 2019 and between February 2019 and March 2020 feedback has been 

collected from almost 17,600 patients across our 31 hospital sites.  We have a 

dashboard to access our hospital level data in the form of exportable graphs which 

can be compared to all other Ramsay UK hospitals and against the Ramsay Health 

Care UK average. 

To further use and analyse our data and to better understand the patient 

experience across Ramsay and within our hospital, how we currently deliver and 

where improvements can be made, a one off foundation ‘Key Driver Analysis’ report 

is being produced. By better understanding our data through this granular analysis, 

it will help to steer the organisation in to deciding an important area of focus for 
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each of our quarterly ‘Insights’ reports going forwards, which will also be jointly 

produced by Cemplicity and Ramsay Health Care UK.   

The first quarterly Insights report will focus on exploring the patient discharge 

experience.  As a hospital and an organisation, this is the area of our patient 

experience feedback that we know we can further improve on with that detailed 

focus, to give patients an excellent hospital discharge experience, from preparation 

through to post discharge care. 

We will thoroughly review both the foundation ‘Key Driver Analysis’ report and the 

first quarterly ‘Insights’ focused report when they have been published and 

circulated.  We then aim to put an action plan in place from the recommendations 

in the report and learnings from our high performing sites, therefore, with an 

objective to demonstrate an improvement in our patient feedback scores in areas 

of discharge.  We will continue to use each quarterly Insights report in this way to 

strive for any improvement we can over the 2021/22 period. 

Observational Audits  

In order to ensure we look at the environment from the patients eyes we will 

undertake observational audits during 2021/22. This will be achieved with cross 

departmental environment observations. The member of staff who is undertaking 

the audit will report back to the team leader for each department with their findings 

and an action plan will be completed for each audit. Once this becomes established 

we aim to ask the patients to complete an observational audit, this will support the 

national PLACE audit. This feedback is crucial and allows us to continually improve 

the services we deliver by helping us to learn how we can do better. 

 

A planned refurbishment programme was scheduled for early 2020/21 but due to 

the Covid-19 pandemic this has been put on hold for completion during 2021/22.  

However, to respond to patient feedback some refurbishment such as glass 

screens in the admission pods to ensure privacy and dignity will be requested to 

be completed in early 2021/22. 
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Service Improvements 

We believe that for patients and service users to fully understand and participate 

in quality improvement projects and initiatives we will undertake a consultant survey 

in 2021/22 this will provide opportunities for our stakeholders to become involved 

in enhancing the and improving our services for our patients and experiences for 

our stakeholders.  

Maintaining Endoscopy Standards 

 

Following successful Joint Advisory Group on Gastrointestinal Endoscopy (JAG) 

accreditation status for many years we continued to achieve standards to maintain 

the accreditation. A full inspection of our services by JAG was undertaken in 

November 2018 and we achieved unconditional accreditation confirming Cobalt 

Hospital as a Level 1 JAG accredited unit. Several areas were highlighted as 

examples of excellence in the service including: - 

 

 Impressive documentation about the management of services and services 

provided. 

 Strong leadership and clear vision for the future development of the unit and 

service 

 The development of list safety officers to oversee all aspects of patient 

safety including the WHO checklist.  

 On developing a deep sedation service 

 Exemplary vetting service and pre-assessment processes as well as an 

extremely well managed decontamination pathway  

 The 24-hour patient helpline which is managed by a registered nurse with 

access to consultants as required. 

 

Review of this service continues to be monitored through quarterly endoscopy user 

group meetings where discussions include investment in new technology as it 

becomes available to further improve the quality and effectiveness of the 

endoscopy service. Service quality was monitored through the national CQUIN 

number 6 Advice and Guidance (Gastroenterology). Frequent professional updates 
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attended by our gastroenterologists ensure that we provide good quality, evidence 

based services this has been integral to the renewal of our JAG accreditation. 

 

In order to maintain JAG accreditation, we are required to complete an annual 

submission to provide evidence of ongoing compliance against JAG standards, the 

last submission being successfully completed with award of continued 

accreditation in November 2020. The next annual submission is due in November 

2021 with the next full inspection by JAG being due in 2023.  

Endoscopy patient feedback is a requirement to achieve the JAG standards, during 

2021/22, as well as seeking feedback from our own patients we will also seek 

specific feedback from the patients we care for from the local Trusts. This will 

provide additional evidence and quality assurance for the Trusts and can be used 

for their own JAG submission as evidence of patient feedback.  

Benchmark Data  
 
We provided monthly data to Private Healthcare Information Network (PHIN) 
 
Approach to Proposed Improvements 2021/22 
The following governance framework will be used to review key factors related 

achievement of improvement activities to ensure a robust governance approach.  

 

Robust 
Governance 
Framework

Increased  

Communication

Staff/ 
Consultant

Engagement

Excellence in 
Customer Care

Clinical Audit
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Expected achievement of all proposals for 2021/22 will include the involvement of 

the listed areas within the above diagram. Each of the improvement activities 

highlighted within the domains of this Quality Account i.e. Patient Safety, Patient 

Experience and Clinical Effectiveness will be reviewed using this framework.      

 
 

2.2 Mandatory Statements 
 

The following section contains the mandatory statements common to all Quality 

Accounts as required by the regulations set out by the Department of Health. 

2.2.1 Review of Services  

During 2020/21 the Cobalt Hospital provided and/ or subcontracted five NHS 

services (see Appendix 1).  

The Cobalt Hospital has reviewed all the data available to them on the quality of 

care in all of these NHS services.  

Ramsay uses a balanced scorecard approach to give an overview of audit results 

across the critical areas of patient care. The indicators on the Ramsay scorecard 

are reviewed each year.  The scorecard is reviewed each quarter by the hospitals 

Senior Leadership Team together with Corporate Senior Managers and Directors.  

The balanced scorecard approach has been an extremely successful tool in helping 

us benchmark against other hospitals and identifying key areas for improvement.  

The income generated by the NHS services in 1st April 2020 to 31st March 2021 

represents 100% of the total income generated from the provision of NHS services.   

In the period for 2020/21, the indicators on the scorecard which affect patient safety 

and quality were: 
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2.2.2 Participation in Clinical Audit 

During 1 April 2020 to 31st March 2021, Cobalt Hospital participated in two national 

clinical audits and has not participated in national confidential enquiries of the 

national clinical audits and national confidential enquiries which it was eligible to 

participate in. 

The national clinical audits and national confidential enquiries that Cobalt Hospital 

participated in, and for which data collection was completed during 1 April 2020 to 

31st March 2021, are listed below alongside the number of cases submitted to each 

audit or enquiry as a percentage of the number of registered cases required by the 

terms of that audit or enquiry.   

Breast and Cosmetic Implant Registry (BCIR) 
  
Cobalt Hospital submits data to the BCIR as a provider of breast implant surgery. 

The confidential information allows patients to be traced if they are affected by 

safety concerns. The reports of the two national clinical audit from 1st April 2020 to 

31st March 2021 were reviewed by the Clinical Governance Committee and Cobalt 

Human Resource  

Staff Cost % Net Revenue                       59.87% 

HCA Hours as % of Total Nursing 21.37% 

Agency Cost as % of Total Staff Cost 1.50% 

Admitted Care Hours Worked PPD 18.1 

Staff Turnover 16.23% 

Sickness 3.89% 

Lost Time 21.4% 

Appraisal %       87% 

Mandatory Training %                            96% 

Staff Satisfaction Score – 2019 Survey 82% response rate with a 56% engagement 
index score (in top third of all RHC UK Hospitals) 

Number of Significant Staff Injuries       No significant staff injuries reported 

Patient  

Formal Complaints in 
year  (NHS)                                

7 

Patient Satisfaction Score  (FFT) 97-100% 

Significant Clinical Events 0 

Readmission per 1000 Admissions 0 

Quality  

Infection Control Audit Score 99% 

Consultant Satisfaction Score Consultant Survey to be undertaken in 2021/22 
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Hospital intends to take the following actions to improve the quality of healthcare 

provided.  

We aim to significantly improve participation rates for preoperative surveys for 

carpel tunnel and breast augmentation by consultant engagement with patients 

preoperatively. However, it has been identified that completion rates for post-

operative surveys are low so meaningful data on health improvement outcomes is 

limited.  We have incorporated the PROMS data collection in the weekly ‘Capacity 

Management Meeting’ template to highlight any data required on a daily basis; this 

is also a feature on the daily morning staff huddle template. We have also reviewed 

the hospital data collection in a separate data collection file which acknowledges 

patients who decide not to enter the PROMS data collection. We will continue to 

look at new initiatives to capture this data with the surgeons involved in the coming 

year ahead.  

Rolling year 

2020/21 

Pre op 

response 

rate 

Post op 

response 

rate 

Health Gain ?Outlier 

Carpel tunnel 50% 26% 26.0 99.8% 

control limits 

lower outlier 

     

Breast 

Augmentation 

53.3% 37.5% 52.6 95% control 

limits higher 

outlier 

 

Local Audits 

The reports of Cobalt Hospital local clinical audits from 1st April 2020 to 31st March 

2021 were reviewed by the Clinical Governance Committee and Cobalt Hospital 

intends to take the following a number of actions to improve the quality of 

healthcare provided.   

Compliance to the audit programme and review of action plans need to be more 

robust with clear time frames for improvement and responsibilities assigned. 

Further staff training in data collection and submission will be provided as required. 
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The senior clinical team and audit champion will monitor action plans to ensure 

effectiveness, alongside the commencement of the quarterly Clinical Audit and 

Effectiveness meeting which will assist in achieving this. 

Our focus for 2021/22 is to maintain improvements across all audits, and develop 

local audits as required and in particular ‘did not attend’ (DNA) rate for uptake of 

COVID-19 swabs and antimicrobial stewardship with regard to the prescribing of 

antibiotics for surgical site infections. A review of the hospital current clinical audit 

schedule is being undertaken following commencement in March 2021. We will 

continue to report on mandatory clinical audits.  The clinical audit schedule can be 

found in Appendix 2.  

 
2.2.3 Participation in Research 

There were no patients recruited during 2020/21 to participate in research 

approved by a research ethics committee. 

2.2.4 Goals agreed with our Commissioners using the CQUIN 

(Commissioning for Quality and Innovation) Framework 

Cobalt Hospital income from 1 April 2020 to 31st March 2021 was not conditional 

on achieving quality improvement and innovation goals through the Commissioning 

for Quality and Innovation payment framework. Due to COVID -19 all CQUIN data 

collection ceased. As part of the government’s plan to aid the NHS with patient 

pathways all of the independent sector was commissioned by NHSE. There are no 

CQUIN schemes for 2021/22 as NHS focus is on the recovery plan.  

2.2.5 Statements from the Care Quality Commission (CQC) 

Cobalt Hospital is required to register with the Care Quality Commission and its 

current registration status on 31st March 2021 is registered with the CQC for 

surgery, out-patients and diagnostics. Cobalt Hospital is not registered for patients 

under the age of 18 nor as an accident and emergency facility. Cobalt Hospital has 

not participated in any special reviews or investigations by the CQC during the 

reporting period.  
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Meetings continue with the CQC relationship manager, who offer advice and 

support as required. Provider information requests 1 and 2 were submitted in 

December 2019 but the CQC inspection visit which was anticipated by 31st March 

2020 was deferred due to the COVID-19 pandemic. Update calls have been held 

with the CQC relationship manager as part of the ‘Transitional Monitoring 

Arrangement’ and in advance of the CQC re-launching its new strategy and revised 

inspection regime for 2021/22 and beyond.  

2.2.6 Data Quality 

Statement on relevance of Data Quality and your actions to improve your 

Data Quality 

Reliable information, and the quality of the underlying data that supports it, is 

fundamental to deliver effective treatment of patients. Cobalt hospital will be taking 

the following actions to improve data quality. 

Access to data that is accurate, valid, reliable, timely, relevant, complete, 

unambiguous and unique is crucial in supporting all levels of patient care, 

management processes, clinical governance, service agreements, remuneration, 

accountability and future healthcare planning. High quality data provides the tools 

to make healthcare safer and more effective. 

Cobalt Hospital will be taking the following actions to improve data quality: - 

 Review processes to ensure the accuracy of any personal data we obtain 

in relation to GPDR. 

 Routine audit and management of patient records. 

 Ensure the data collected is fit for purpose with timely collection and 

monitoring. 

 All relevant data will be collected with no omissions. 

 Implement actions/recommendations from the annual information security 

review. 
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NHS Number and General Medical Practice Code Validity 

Cobalt Hospital submitted records during 2020/21 to the Secondary Users Service 

(SUS) for inclusion in the Hospital Episode Statistics (HES) which are included in 

the latest published data. The percentage of records in the published data which 

included: 

 

 

The patient’s valid NHS number: 

 99% for admitted patient care; 

 99.5% for out-patient care; and 

 Not applicable for accident and emergency care (as not undertaken at 

Cobalt Hospital). 

 

The General Medical Practice Code: 

 99.5% for admitted patient care; 

 88.6% for outpatient care; and 

 Accident and emergency care (not undertaken at our hospital). 

 

NHS Data Security and Protection Toolkit 

Ramsay Health Care UK Operations Ltd submitted its NHS Data Security and 

protection Toolkit (DSPT) response on 29/09/2020 for 2019/2020.  The status is 

‘Standards Met’.  The 2020/2021 submission is due by 30th June 2021. 

This information is publicly available on the DSP website at: 

https://www.dsptoolkit.nhs.uk/OrganisationSearch/NVC 

https://www.dsptoolkit.nhs.uk/OrganisationSearch/NVC
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Cobalt Hospital  DSPT_IG Requirement 505 Attainment Levels as at September 2020:-

 

 

Clinical Coding Error Rate  

Cobalt Hospital was not subject to the Payment by Results clinical coding audit 

during 2020/21 by the Audit Commission. 

 

Hospital Site Next Audit 
Date 

Primary 
Diagnosis 

Secondary 
Diagnosis 

Primary 
Procedure 

Secondary 
Procedure 

Cobalt NHS TC June 20 100% 98.58% 100% 100% 
*Ramsay Health Care DSPT_IG Requirement 505 Attainment Levels as at June 2021 

 

2.2.7 Stakeholders views on 2020/21 Quality Account  

 

 Statement from North Tyneside Clinical Commissioning Group 
for Cobalt Hospital Ramsay Health Care UK  
Quality Accounts 2020/21  
 
North Tyneside Clinical Commissioning Group (CCG) welcomes the opportunity 
to review and comment on the Ramsay Health Care UK Quality Account 2020/21 
for Cobalt Hospital and would like to provide the following commentary.  
North Tyneside CCG is committed to commissioning high quality services from 
Cobalt Hospital and takes seriously its responsibility to ensure that patients’ 
needs are met by the provision of safe, high quality services and that the views 
and expectations of patients and the public are listened to and acted upon.  
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Firstly, the CCG acknowledges that 2020/21 has been an extremely challenging 
time for all NHS providers and the entire NHS. The CCG would like to extend 
their sincere thanks to Cobalt Hospital and all their staff for the efforts and 
commitment shown in responding to the pandemic and for rapidly adapting and 
transforming services to deliver new ways of working to ensure that patients 
continued to receive excellent care. It is recognised that the pandemic has 
unfortunately had a significant impact to the backlog of work for all NHS providers 
and consequently increasing waiting times, which inevitably will have had an 
impact on patient experience and outcomes.  
The CCG commends Cobalt Hospital for maintaining and strengthening 
relationships with local acute trusts and for providing invaluable support in 
outpatient and day case procedures to reduce waiting times for patients. The 
CCG fully supports Cobalt Hospital continuing to offer support to local NHS Trusts 
in 2021/22 as part of the NHS Recovery Plan to reduce waiting times.  
In September 2020, the CCG reinstated the regular service review meetings with 
Cobalt Hospital, which were paused following the February 2020 meeting due to 
the COVID-19 pandemic. These meetings continue to be well attended and 
provide positive engagement for the monitoring, review and discussion of quality 
issues arising throughout the year. However, the CCG continued to receive the 
monthly quality report which was well received.  
The report provides a good description of the quality improvement work 
undertaken by Cobalt Hospital and an open account of where improvements in 
priorities have been made. In 2020/21 Cobalt Hospital set six quality priorities and 
the CCG recognises the good progress made.  
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The CCG congratulates Cobalt Hospital for achieving 100% compliance with their 
priority to reduce surgery related harm. The CCG notes that practice was 
measured using quantitative and qualitative measures with monthly observational 
and documentation audits undertaken. It is pleasing to note that there was a 21% 
improvement in compliance from the baseline audit. The CCG acknowledges that 
the “Speak Up For Safety” campaign played a key part in the success of this 
initiative and it helped to facilitate a number of safety improvements, including 
giving staff the confidence to escalate any safety concerns. The CCG fully 
supports that this important work will be built on further in 2021/22 with the 
implementation of phase two of the programme Promoting Professional 
Accountability.  
The CCG recognises Cobalt Hospital achieving compliance levels of over 95% for 
staff mandatory training, which placed the hospital in the top quartile for this key 
performance indicator. The CCG commends the approach for increasing 
engagement with staff through a variety of excellent initiatives, such as staff 
forums, relaunching the Employee Innovations Group, monthly lunch and learn 
sessions and encouraging attendance at the monthly GP education events.  
The CCG applauds the hospital for the excellent progress they have made with 
the priority to reduce harm from unrecognised deterioration, which was achieved 
through several key quality initiatives. The CCG notes that a clinical audit was 
undertaken to review the monitoring of patient pathways with a focus on ensuring 
the most common causes of deterioration had been recognised. It is pleasing to 
see that the audit demonstrated compliance with the documentation and scoring 
of the National Early Warning Score (NEWS) 2 data. The CCG also 
acknowledges that as a result of the audit there have been improvements made 
to nursing handovers, recording of NEWS and improved escalation processes.  
The CCG notes that there has been continued work to improve communication within 
the hospital through the daily multi-disciplinary safety huddles and the weekly 

capacity planning meetings. It is acknowledged that these meetings have 
continued to evolve and have been embedded further into daily work during 
2020/21. The CCG fully supports this approach as building strong and effective 
communication links and ensuring accurate information is exchanged between 
multiple departments is imperative, as this improves patient safety, patient 
experience and staff health and wellbeing.  
The CCG recognises that Cobalt Hospital consistently achieves high satisfaction 
scores in the Friends and Family Test (FFT), with over 95% of patients 
recommending services to their family and friends. The CCG notes that there has 
been a decrease in the FFT response rate due to pathway changes during the 
pandemic and the heightened focus on infection prevention and control 
measures. The CCG supports that there will be a renewed focus in 2021/22 to 
increase the response rates.  
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It is acknowledged that a robust process has also been introduced to review 
patient feedback on NHS Choices and reputation.com. The CCG notes that a 48-
hour pre-admission call has been implemented and it is pleasing to see that this 
has resulted in improvements to waiting times. The CCG was particularly 
impressed to note that a 7 day follow up call to patients was introduced in 
response to the pandemic, to monitor and provide assurance on infection 
prevention and control measures. The CCG commends Cobalt Hospital for 
maintaining their five-star rating on NHS Choices during 2020/21 and for 
achieving extremely positive results from the annual patient satisfaction survey for 
patients undergoing endoscopy procedures, which forms part of the Joint 
Advisory Group (JAG) accreditation. It is noted that the planned refurbishment of 
the reception area and the outpatient area was postponed due to the pandemic, 
however provisional plans are in place for this work to recommence during 
2021/22.  
The CCG commends Cobalt Hospital's commitment to improvement through a 
structured clinical audit programme. It is acknowledged that the hospital achieved 
100% compliance of all applicable clinical audits and it is positive to note that an 
audit champion has been appointed to further support this. It is noted that the 
hospital has reviewed the benchmarked data against the relevant independent 
sector acute providers where comparisons are available through the Private 
Healthcare Information Network (PHIN); with consultants being informed of any 
communications through a newly established consultant information board. The CCG 
notes that following two national clinical audits in 2020/21 there are plans in place to 
significantly improve participation rates for preoperative surveys for carpel tunnel and 

breast augmentation. The CCG acknowledges that there has been improvement 
made to the collection of the Patient Recorded Outcome Measures (PROMS) 
data and work is continuing to look at new initiatives to further support this.  
The CCG fully supports the implementation of the web-based cloud application 
'Perfect Ward' as a quality priority for 2021/22 and acknowledges the benefits this 
will bring to the clinical audit process.  
The CCG recognises that the anticipated Care Quality Commission (CQC) 
inspection visit was deferred due to the COVID-19 pandemic. However, it is noted 
that update calls have been held between Cobalt Hospital and the CQC 
relationship manager as part of the ‘Transitional Monitoring Arrangement’, in 
advance of the CQC relaunch of its new strategy and revised inspection regime 
for 2021/22 and beyond.  
The CCG would like to congratulate Cobalt Hospital and their staff for the 
excellent achievements in 2020/21, including maintaining the accreditation for 
ISO 27001 information security and JAG accreditation for endoscopy services. It 
is pleasing to note that a range of 'champions' have been established and the 
hospital has successfully achieved the Bronze level in the North East ‘Better 
Health at Work Award'.  
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The CCG commends Cobalt Hospital for their involvement with the local community 
and national charities and note that a number of local charities will continue to be 
supported in 2021/22.  
The CCG welcomes the specific quality priorities for 2021/22 highlighted in the 
report. These are appropriate areas to target for continued improvement and link well 
the with CCG’s commissioning priorities. The CCG can confirm that to the best of 
their ability the information provided within the Annual Quality Account is an accurate 
and fair reflection of Cobalt Hospital’s performance for 2020/21. It is clearly 
presented in the format required and contains information that accurately represents 
their quality profile and is reflective of quality activity and aspirations across the 
organisation for the forthcoming year.  
The CCG looks forward to continued partnership working with Cobalt Hospital to 
assure the quality of services commissioned in 2021/22. 
 
  
Dr Lesley Young-Murphy  
Executive Director of Nursing & Chief Operating Officer  
NHS North Tyneside CCG  
June 2021  
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Part 3:  Review of quality performance 2020/21 

Statements of quality delivery 

Julie Davidge, Head of Clinical Services (Matron) 

Review of quality performance 1st April 2020 - 31st March 2021 

Introduction 

“This publication marks the tenth successive year since the first edition of Ramsay 

Quality Accounts. It has been a difficult and landmark year due to the global 

pandemic, and through it all we have continued to analyse our performance on 

many levels, month on month. We compare to previous years and we compare to 

both the public and private elements of the healthcare sector.  

We reflect on the valuable feedback we receive from our patients about the 

outcomes of their treatment and also reflect on professional assessments and 

opinions received from our health care practitioners, staff, regulators and 

commissioners. We listen and act where concerns or suggestions have been raised 

and, in this account, we have set out our track record as well as our plan for more 

improvements in the coming year. This is a discipline we vigorously support, always 

driving this cycle of continuous improvement in our hospitals and addressing public 

concern about standards in healthcare, be these about our commitments to 

providing compassionate patient care, assurance about patient privacy and dignity, 

hospital safety and good outcomes of treatment.  

We believe in being open, transparent and honest where outcomes and experience 

fail to meet patient expectation so we take action, learn, improve and implement 

the change and deliver great care and optimum experience for our patients. We 

deliver our care within our company values and practice high quality 

compassionate care ‘The Ramsay Way’”  

 

(Vivienne Heckford, Director of Safety and Clinical Performance, Ramsay 

Health Care UK)  
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Ramsay Clinical Governance Framework 2021 

The aim of clinical governance is to ensure that Ramsay develop ways of working 

which assure that the quality of patient care is central to the business of the 

organisation.  

The emphasis is on providing an environment and culture to support continuous 

clinical quality improvement so that patients receive safe and effective care, 

clinicians are enabled to provide that care and the organisation can satisfy itself 

that we are doing the right things in the right way. 

It is important that Clinical Governance is integrated into other governance systems 

in the organisation and should not be seen as a “stand-alone” activity. All 

management systems, clinical, financial, estates etc., are inter-dependent with 

actions in one area impacting on others. 

Several models have been devised to include all the elements of Clinical 

Governance to provide a framework for ensuring that it is embedded, implemented 

and can be monitored in an organisation. In developing this framework for Ramsay 

Health Care UK we have gone back to the original Scally and Donaldson paper 

(1998) as we believe that it is a model that allows coverage and inclusion of all the 

necessary strategies, policies, systems and processes for effective Clinical 

Governance.  

The domains of this model (see diagram below) are: 

 

• Infrastructure 
• Culture 
• Quality methods 
• Poor performance 
• Risk avoidance 
• Coherence 
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Ramsay Health Care Clinical Governance Framework 

 

National Guidance 

Ramsay Health Care UK also complies with the recommendations contained in 

technology appraisals issued by the National Institute for Health and Clinical 

Excellence (NICE) and Safety Alerts as issued by the NHS Commissioning Board 

Special Health Authority.  

Ramsay has systems in place for scrutinising all national clinical guidance and 

selecting those that are applicable to our business and thereafter monitoring their 

implementation. 

 
3.1  The Core Quality Account  
 
3.1.1  Mortality 

Prescribed Information  
Related NHS Outcomes 
Framework Domain  

The data made available to the National Health 
Service trust or NHS foundation trust by NHS 
Digital with regard to: - 
(a) the value and banding of the summary 
hospital-level mortality indicator (“SHMI”) for the 
trust for the reporting period; and  
(b) The percentage of patient deaths with 
palliative care coded at either diagnosis or 
specialty level for the trust for the reporting 
period.  
*The palliative care indicator is a contextual 
indicator.  

1: Preventing People from 
dying prematurely  
2: Enhancing quality of life for 
people with long-term 
conditions  
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The Cobalt Hospital considers that this data is as described for the following 

reasons, there have been no deaths at Cobalt Hospital.  

 

Rate per 100 discharges 

 

3.1.2  PROMS 

 

The data made available to the National Health 
Service trust or NHS foundation trust by NHS 
Digital with regard to the trust’s patient 
reported outcome measures scores for: - 
(i) groin hernia surgery,  
(ii) varicose vein surgery,  
(iii) hip replacement surgery, and  
(iv) knee replacement surgery,  
during the reporting period.  

3: Helping people to recover 
from episodes of ill health or 
following injury  
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The Cobalt hospital considers that this data is as described for the following 

reasons. Currently no hip or knee replacement surgery is undertaken actions to 

address low participation rates are being reviewed. 

 

3.1.3  Readmissions 

The data made available to the National 
Health Service trust or NHS foundation trust 
by NHS Digital with regard to the percentage 
of patients aged: - 
(i) 0 to 14; and  
(ii) 15 or over,  
Readmitted to a hospital which forms part of 
the trust within 28 days of being discharged 
from a hospital which forms part of the trust 
during the reporting period.  

3: Helping people to recover 
from episodes of ill health or 
following injury  
 

 

 
 
 
The Cobalt hospital considers that this data is as described for the following reason, 

Cobalt hospital is a day-case facility.  

 

Rate per 100 discharges 
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3.1.4  Responsiveness to Patient Needs 

 

The data made available to the National 
Health Service trust or NHS foundation trust 
by NHS Digital with regard to the trust’s 
responsiveness to the personal needs of its 
patients during the reporting period.  

4: Ensuring that people have a 
positive experience of care  
 

 
 
The Cobalt hospital considers that this data is as described for the following reason, 

this data is no longer collected as Ramsay Health Care UK are no longer asked to 

participate in the annual NHS inpatient survey, however, we do collect this data as our 

PHIN experience score on Cemplicity.    

 

PHIN Experience score (suite of 5 questions giving overall Responsive to Personal 

Needs score): 

 

.  

 

 



 
 

Cobalt Hospital (Part of Ramsay Health Care UK) 
Quality Accounts 2021 

Page 44 of 64 

3.1.5  VTE 

 

The data made available to the National 
Health Service trust or NHS foundation trust 
by NHS Digital with regard to the percentage 
of patients who were admitted to hospital and 
who were risk assessed for venous 
thromboembolism during the reporting period.  

5: Treating and caring for 
people in a safe environment 
and protecting them from 
avoidable harm  
 

 
 

 

 
 
The Cobalt Hospital has taken the following actions to improve this percentage and 

so the quality of its services, by training all clinical staff to monitor and submit data 

according to patient need and VTE assessment requirement. This will be monitored 

by the Head of Clinical Services on a monthly basis.  

 

 

3.1.6  Clostridium Difficile 

The data made available to the National 
Health Service trust or NHS foundation trust 
by NHS Digital with regard to the rate per 
100,000 bed days of cases of C difficile 
infection reported within the trust amongst 
patients aged 2 or over during the reporting 
period.  

5: Treating and caring for 
people in a safe environment 
and protecting them from 
avoidable harm  
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The Cobalt Hospital considers that this data is as described for the following 

reasons, there have been no reported cased of Clostridium Difficile in the hospital.  

 

The Cobalt Hospital has taken the following actions to maintain this percentage, 

and so the quality of its services, by continued levels of infection prevention and 

control surveillance and continued promotion of hand hygiene.  

 

3.1.7  SUI Severity Level 1 

The data made available to the National 
Health Service trust or NHS foundation trust 
by NHS Digital with regard to the number 
and, where available, rate of patient safety 
incidents reported within the trust during the 
reporting period, and the number and 
percentage of such patient safety incidents 
that resulted in severe harm or death  

5: Treating and caring for 
people in a safe environment 
and protecting them from 
avoidable harm  
 

 

 
 

The Cobalt Hospital considers that this data is as described for the following 

reason, no SUI severity 1 incidents have occurred during this reporting period. The 

Cobalt Hospital intends to take the following actions to maintain this number, and 

so the quality of its services, by ensuring compliance to policy procedure and 

guidance. Through disseminating and sharing learning from all national lessons 

learned.  
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Rate per 100 discharges 

 

Rate per 100 discharges 

 

3.1.8  Friends and Family 

Friends and Family Test - Question Number 
12d – Staff – The data made available by 
National Health Service Trust or NHS 
Foundation Trust by NHS Digital ‘If a friend or 
relative needed treatment I would be happy 
with the standard of care provided by this 
organisation' for each acute & acute 
specialist trust who took part in the staff 
survey.  

4: Ensuring that people have a 
positive experience of care  
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The Cobalt Hospital considers that this data is as described for the following 

reasons, the results reflect the monthly data received, Cobalt Hospital has had a 

drive to encourage patients to complete a score card.  

 

The Cobalt Hospital intends to take the following actions to maintain this 

percentage, and so the quality of its services through continuing to encourage 

patients to complete the documentation whilst visiting the hospital. Ensuring that 

patients have been asked to complete the documentation in a timely manner.  

 
3.2  Patient Safety 

We are a progressive hospital and focussed on stretching our performance every 

year and in all performance respects, and certainly in regards to our track record 

for patient safety. 

Risks to patient safety come to light through a number of routes including routine 

audit, complaints, litigation, adverse incident reporting and raising concerns but 

more routinely from tracking trends in performance indicators. 

 

Our focus on patient safety has resulted in a marked improvement in a number of 

key indicators as illustrated in the sections below.   

 

3.2.1  Infection Prevention and Control 

Cobalt Hospital has a very low rate of hospital acquired infection and has had no 

reported MRSA Bacteraemia in the past 3 years. 

 

We comply with mandatory reporting of all Alert organisms including MSSA/MRSA 

Bacteraemia and Clostridium Difficile infections with a programme to reduce 

incidents year on year. 

 

Ramsay Health Care UK participates in mandatory surveillance of surgical site 

infections for orthopaedic joint surgery and these are also monitored, although not 

at Cobalt Hospital site. 
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Infection prevention and control management is very active within our hospital. An 

annual strategy is developed by a Corporate Infection Prevention and Control (IPC) 

Committee and group policy is revised and re-deployed every two years. Our IPC 

programmes are designed to bring about improvements in performance and in 

practice year on year.  A network of specialist nurses and infection control link 

nurses operate across the Ramsay organisation to support good networking and 

clinical practice. 

 
Infection Prevention and Control Programmes and activities within our 

hospital include: 

The infection control link nurse has provided training in hand hygiene to all staff 

and completes a hand hygiene training session during staff induction days for all 

new staff. Hand hygiene monthly audits are undertaken to monitor compliance. The 

consultant microbiologist will continue to provide training sessions for the infection 

control link nurse and relevant staff on a number of subjects including effective 

observational audit techniques in relation to hand hygiene. We hold a quarterly 

infection prevention and control committee meeting attended by the microbiologist.  

 

 We have an infection prevention and control development monitoring group 

which meets monthly, ensuring there is a constant focus on guaranteeing 

the basics of infection prevention are communicated and understood.  

 Ensuring a detailed risk assessment is in place and monitored regularly 

which is based on learning from incidents and national guidance. 

 Continuing focus on antibiotic stewardship to optimise practice and patient 

outcome through audit, monitoring antibiotic prescribing. 
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The above graph demonstrates a decrease in infection rates in 2020/21 from the 

previous year although this concludes to a one patient difference with actual 

numbers remaining very low. Patients presenting with signs of an infection are 

logged on our reporting system and is reviewed by the infection control link nurse 

and a root cause analysis completed to determine any possible trends, results are 

presented at our monthly infection prevention and control development group as 

well as at our quarterly infection control committee meetings. There have not been 

any trends identified in the period.  

 

Rate per 100 discharges 

3.2.2  Cleanliness and Hospital Hygiene 

Assessments of safe healthcare environments also include Patient-Led 

Assessments of the Care Environment (PLACE)  

 

PLACE assessments occur annually at Cobalt Hospital, providing us with a 

patient’s eye view of the buildings, facilities and food we offer, giving us a clear 

picture of how the people who use our hospital see it and how it can be improved. 

 

The main purpose of a PLACE assessment is to obtain the patients’ view.   
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During the PLACE audit the areas noted to address are gutter joint leaking at back 

of building next to autoclave door, no outdoor seating for patients, poor lighting in 

the reception area, more dementia friendly clocks needed for the ward area and 

poor phone reception/no WIFI access. Further work will be undertaken with staff 

during 2021/22 regarding the privacy element of the PLACE audit with the 

installation of glass sliding doors on the admission bays to ensure a higher level of 

privacy is afforded to patients during the admission process. All of the areas 

highlighted for improvement have been documented in an action plan. In addition, 

once Covid-19 restrictions have been eased further, we plan to introduce patient 

participation forums the first of which is planned with endoscopy patients with a 

focus on privacy and dignity.  

3.2.3  Safety in the Workplace 

Safety hazards in hospitals are diverse ranging from the risk of slip, trip or fall to 

incidents around sharps and needles. As a result, ensuring our staff have high 

awareness of safety has been a foundation for our overall risk management 

programme and this awareness then naturally extends to safeguarding patient 

safety. Our record in workplace safety as illustrated by ‘Accidents per 1000 

Admissions’ demonstrates the results of safety training and local safety initiatives.  

Effective and ongoing communication of key safety messages is important in 

healthcare. Multiple updates relating to drugs and equipment are received every 

month and these are sent in a timely way via an electronic system called the 

Ramsay Central Alert System (CAS). Safety alerts, medicine / device recalls and 

new and revised policies are cascaded in this way to the Hospital Director which 
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ensures we keep up to date with all safety issues. The hospital has a Health and 

Safety Committee which meets every two months. The membership of the Health 

and Safety Committee was reviewed during 2020/21 and now has staff 

representatives from each department which has helped to further embed the 

health and safety culture within the hospital (this was previously attended by heads 

of department). 

Training undertaken at Cobalt Hospital has included but not limited to fire 

evacuation, medical gas awareness, response to a clinical emergency, major 

haemorrhage and retrieval and return of blood products. COSHH and risk 

assessment training has been provided by visiting corporate health and safety 

representative, this ensures that Cobalt Hospital is compliant to Health and Safety 

Standards. Standard Operating Policies (SOP) have been developed regarding 

health and safety to meet requirements of the hospital. As demonstrated above as 

an indication of health and safety compliance to SOP’s Cobalt Hospital has had no 

incidence of patient falls. 

 

Rate per 100 discharges 
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3.3  Clinical Effectiveness 

Cobalt Hospital has a Clinical Governance Committee that meets regularly through 

the year to monitor quality and effectiveness of care. Clinical incidents, patient and 

staff feedback are systematically reviewed to determine any trend that requires 

further analysis or investigation. More importantly, recommendations for action and 

improvement are presented to hospital management and Medical Advisory 

Committee meetings to ensure results are visible and tied into actions required by 

the organisation as a whole. 

3.3.1  Return to Theatre  

Ramsay Health Care UK is treating significantly higher numbers of patients every 

year as our services grow. The majority of our patients undergo planned surgical 

procedures and so monitoring numbers of patients that require a return to theatre 

for supplementary treatment is an important measure. Every surgical intervention 

carries a risk of complication so some incidence of returns to theatre is normal. The 

value of the measurement is to detect trends that emerge in relation to a specific 

operation or specific surgical team. Ramsay’s rate of return is very low consistent 

with our track record of successful clinical outcomes. 

 

Cobalt Hospital continues to have a very low return to theatre rate as a percentage 

of overall admissions. Patient optimisation for theatre is paramount this will be 
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reviewed with the revision of the pre admission processes. There were no trends 

identified and the rate remains below the national average. 

 

Rate per 100 discharges 

 

 

Rate per 100 discharges 
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3.3.2  Learning from Deaths  

Even though we have not experienced any patient deaths, learning from deaths 

will improve safety and patient care. As a national priority NHS England is 

promoting a common, systematic approach to potentially avoidable deaths. In order 

to comply with this Cobalt Hospital will: - 

 

 Aim to support and engage with bereaved families and carers if they have 

any concerns about the care of their loved one. 

 Identify the skills required and deliver training.  

 Set up systems to ensure that we are learning as much as possible form 

deaths to improve safety and care. 

 

3.3.3  Staff Who Speak up  

In its response to the Gosport Independent Panel Report, the Government 

committed to legislation requiring all NHS Trusts and NHS Foundation Trusts in 

England to report annually on staff who speak up (including whistle blowers). 

Ahead of such legislation, NHS Trusts and NHS Foundation Trusts are asked to 

provide details of ways in which staff can speak up (including how feedback is given 

to those who speak up), and how they ensure staff who do speak up do not suffer 

detriment by doing so. This disclosure should explain the different ways in which 

staff can speak up if they have concerns over quality of care, patient safety or 

bullying and harassment within the Trust.  

In 2018, Ramsay UK launched ‘Speak Up for Safety’, leading the way as the first 

healthcare provider in the UK to implement an initiative of this type and scale. The 

programme, which is being delivered in partnership with the Cognitive Institute, 

reinforces Ramsay’s commitment to providing outstanding healthcare to our 

patients and safeguarding our staff against unsafe practice. The ‘Safety C.O.D.E.’ 

enables staff to break out of traditional models of healthcare hierarchy in the 

workplace, to challenge senior colleagues if they feel practice or behaviour is 

unsafe or inappropriate. This has already resulted in an environment of heightened 

team working, accountability and communication to produce high quality care, 

patient centred in the best interests of the patient.  
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Ramsay Health Care UK has an exceptionally robust integrated governance 

approach to clinical care and safety, and continually measures performance and 

outcomes against internal and external benchmarks. However, following a CQC 

report in 2016 with an ‘inadequate’ rating, coupled with whistle-blower reports and 

internal provider reviews, evidence indicated that some staff may not be happy 

speaking up and identify risk and potentially poor practice in colleagues. Ramsay 

Health Care UK reviewed this and it appeared there was a potential issue in 

healthcare globally, and in response to this Ramsay introduced the ‘Speaking Up 

for Safety’ programme. 

The Safety C.O.D.E. (which stands for Check, Option, Demand, Elevate) is a toolkit 

which consists of these four escalation steps for an employee to take if they feel 

something is unsafe. Sponsored by the Executive Board, the hospital Senior 

Leadership Team oversee the roll out and integration of the programme and 

training across all our Hospitals within Ramsay. The programme is employee led, 

with staff delivering the training to their colleagues, supporting the process for 

adoption of the Safety C.O.D.E through peer to peer communication. Training 

compliance for staff and consultants is monitored corporately; the company 

benchmark is 85%.  

Since the programme was introduced serious incidents, transfers out and near 

misses related to patient safety have fallen; and lessons learnt are discussed more 

freely and shared across the organisation weekly. The programme is part of an 

ongoing transformational process to be embedded into our workplace and 

reinforces a culture of safety and transparency for our teams to operate within, and 

our patients to feel confident in. The tools the Safety C.O.D.E. use not only provide 

a framework for process, but they open a space of psychological safety where 

employees feel confident to speak up to more senior colleagues without fear of 

retribution.  

Ramsay Health Care UK is currently embedding the second phase of the 

programme which focuses on Promoting Professional Accountability, specifically 

targeted for peer to peer engagement for our Consultant users who work at Cobalt 

Hospital and within Ramsay Health Care. 
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3.4  Patient Experience 
 
All feedback from patients regarding their experiences with Ramsay Health Care 

UK are welcomed and inform service development in various ways dependent on 

the type of experience (both positive and negative) and action required to address 

them.  

All positive feedback is relayed to the relevant staff to reinforce good practice and 

behaviour – letters and cards are displayed for staff to see in staff rooms and notice 

boards.  Managers ensure that positive feedback from patients is recognised and 

any individuals mentioned are praised accordingly.   

All negative feedback or suggestions for improvement are also feedback to the 

relevant staff using direct feedback.  All staff are aware of our complaints 

procedures should our patients be unhappy with any aspect of their care.  

  

Rate per 100 discharges 

 

Patient experiences are fed back via the various methods below, and are regular 

agenda items on Local Governance Committees for discussion, trend analysis and 

further action where necessary.  Escalation and further reporting to Ramsay 

Corporate and DH bodies occurs as required and according to Ramsay and DH 
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policy.  Feedback regarding the patient’s experience is encouraged in various ways 

via: 

 Continuous patient satisfaction feedback via a web based invitation from 

‘Cemplicity’. 

 Hot alerts received within 48hrs of a patient making a comment on their 

web survey. 

 Yearly CQC patient surveys. 

 Friends and family questions asked on patient discharge. 

 ‘We value your opinion’ leaflet. 

 Verbal feedback to Ramsay Health Care UK staff, including Consultants, 

Head of Clinical Services, Hospital Directors whilst visiting patients and 

also from internal provider visits / CQC visits.  

 Written feedback via letters/ emails. 

 Customer Focus Groups. 

 PROMs surveys. 

 Care pathways – patient are encouraged to read and participate in their 

plan of care. 

 Annual endoscopy patient satisfaction surveys 

 

3.4.1  Patient Satisfaction Surveys 

Our patient satisfaction surveys are managed by a third party company called 

‘Cemplicity’.  This is to ensure our results are managed completely independently 

of the hospital so we receive a true reflection of our patient’s views.  

Every patient is asked their consent to receive an electronic survey or phone call 

following their discharge from the hospital.  The results from the questions asked 

are used to influence the way the hospital seeks to improve its services.  Any text 

comments made by patients on their survey are sent as ‘hot alerts’ to the Hospital 

Director within 48 hours of receiving them so that a response can be made to the 

patient as soon as possible.  
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We are pleased that our average satisfaction score remains high in 2020/21 despite 

a small fall in percentage scores in the previous year. This is a continued area of 

focus and we will continue to encourage patients to complete the survey to ensure 

we achieve a balanced view and are actively promoting the results monthly with 

our teams to ensure their engagement. Patient expectations of care and attitudes 

greatly contribute to satisfaction and ultimately influencing patient satisfaction 

scores. 

What our patients say:  

“All staff very respectful, professional, caring and friendly made me feel welcome 
and cared about”. 
 
“Staff being amazing at all stages including someone who held my hand - thank 
you. 
 
“The whole experience from my initial consultation through to the procedure was 
an excellent one. All staff extremely helpful and communication could not have 
been better from the reception staff, nurses, anaesthetist and consultant”. 
 
“What a lovely hospital. Nothing too much trouble in outpatients”. 
 
“Absolutely fantastic staff, procedure very quick, an amazing place”. 
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Appendix 1 

Services covered by this quality account: 

 

Specialty Service 

  

General Surgery & Vascular  
Surgery 

Minor Skin 
Varicose Veins 
Hernia Repair 
Rectal Surgery 

GI Endoscopy Colonoscopy 
Flexible Sigmoidoscopy 
Gastroscopy 

Orthopaedic Surgery Hand 
Knee 
Shoulder 
Wrist 
Feet 

Plastic Surgery Cosmetic Surgery 
BCC 
Skin lesions/cysts 
Hand 

Podiatric Surgery Podiatric 

 

Out-patient services include new and review out-patient clinics for all of the above 

specialities as well as for gastroenterology and out-patient physiotherapy 

services.  

 



 
 

Cobalt Hospital (Part of Ramsay Health Care UK) 
Quality Accounts 2021 

Page 60 of 64 

Appendix 2  

Clinical Audit Programme 2020/21 

Findings from the baseline audits will determine the hospital local audit 

programme to be developed for the remainder of the year.   

Clinical Audit Programme  

The Clinical Audit programme for Ramsay Health Care UK runs from July 

to the following June each year, 2020 saw the migration of audit activity 

from the traditional excel programme to an ‘app’ base programme called 

Perfect Ward.  Staff access the app through iOS devices and ease of use 

has much improved.  Tailoring of individual audits is an ongoing process 

and improved reporting of audit activity has been of immediate benefit. 

Audit Audit Group / Area 
(where applicable) 

Department 
Allocation / 
Ownership  

(may be 
delegated) 

Frequency 
(subject to review) 

 Facility Assurance IPC HoCS As guided by CQP (COVID-19 
specific) 

Hand Hygiene Technique 

(Assurance) 

IPC IPC January, April, July, October 
(increased) 

Hand Hygiene observation 

(5 moments) 

IPC IPC Monthly 

IPC Environmental 

Assurance 

IPC IPC January, July 

AGP PPE IPC IPC February, August (weekly during 
COVID-19, as dictated by activity) 

Standard PPE IPC IPC January, July (weekly during COVID-
19, as dictated by activity) 

CLEAN Audit IPC Practice 
Standards 

All Departments Monthly  

Central Venous Catheter 

Care Bundle 

IPC Practice 
Standards 

IPC July to September (yearly) 

Peripheral Venous Cannula 

Care Bundle 

IPC Practice 
Standards 

IPC July to September (yearly) 

Surgical Site Infection IPC Practice 
Standards 

IPC July to September (yearly) 

Urinary Catheterisation 

Bundle 

IPC Practice 
Standards 

IPC July to  September (yearly) 
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Audit Audit Group / Area 
(where applicable) 

Department 
Allocation / 
Ownership  

(may be 
delegated) 

Frequency 
(subject to review) 

Isolation IPC IPC October 

NatSSIPS – OPD  OPD March, September 

NatSSIPS – Radiology  Radiology April, August, December 

NatSSIPS - RDUK  RDUK February, May, November 

 Theatre Observational 

(including NatSSIPS) 

 Theatres March to April, October to 
November 

Blood Transfusion 

Compliance 

Blood Transfusion Blood 
Transfusion 

July to September 

Blood Transfusion – 

Autologous 

Blood Transfusion Blood 
Transfusion 

July to September 

Consent Audit - Covid 19 

(weekly) 

Consent HoCS Weekly (COVID-19 specific) 

Consent Audit (6 monthly) Consent HoCS March, September  

Walkabout  SLT/HoCS March, July, October 

Staff Questions  SLT/HoCS April, May, September,  

Complaints  SLT November 

Duty of Candour  SLT January 

Practicing Privileges - Non-
consultant 

 HoCS February, August,  

Practicing Privileges - 
Consultants 

 HoCS January, July  

Observation Audits - Physio  Physiotherapy April, October 

Observation Audits - Ward  Ward January to February, July to August 

Observation Audits - OPD  OPD January to February, July to August 

Privacy & Dignity  Ward May, November 

Medical Records - Therapy Medical Records Physiotherapy January, July 

Medical Records - Surgery Medical Records Theatres January to March, July to September 

Medical Records - Ward Medical Records Ward July to September 

Medical Records - Pre-

operative Assessment 

Medical Records Pre-Operative 
Assessment 

January to March, July to September 

Medical Records - Radiology Medical Records Radiology July to September 

Medical Records - Cosmetic 

Surgery 

Medical Records OPD May, November 
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Audit Audit Group / Area 
(where applicable) 

Department 
Allocation / 
Ownership  

(may be 
delegated) 

Frequency 
(subject to review) 

Medical Records - Bariatric 

Services 

Medical Records Bariatric 
Services 

July to September 

Non-Medical Referrer 

Documentation and Records 

Radiology Radiology January, July 

MRI Reporting Radiology Radiology March, July, November 

CT Reporting Radiology Radiology April, August, December 

Non Radiologist Reported 

Imaging 

Radiology Radiology February, August 

MRI Safety Radiology Radiology RDUK January, July 

RDUK - Referral Forms - MRI Radiology RDUK February, April, June, August, 
October, December 

RDUK - Referral Forms - CT Radiology RDUK January, March, May, July, 
September, November 

RDUK - Medicines 

Management 

Radiology RDUK March, October 

RDUK IPC Environmental Radiology RDUK January, July 

RDUK - PVCCB Radiology RDUK January, July 

RDUK - Medical Records Radiology RDUK July 

RDUK - Walkabout Radiology RDUK October 

RDUK - Staff Questions Radiology RDUK October 

RDUK - Observational Radiology RDUK July 

Paediatric Services Paediatric Paediatric January, July 

Paediatric Pain Paediatric Paediatric February, August 

Paediatric Outpatients Paediatric Paediatric September 

Paediatric Radiology  Paediatric Paediatric October 

Safe & Secure Pharmacy Pharmacy February, August 

Prescribing & Medicines 

Reconciliation  

Pharmacy Pharmacy March, September 

Controlled Drugs Pharmacy Pharmacy April, October 

Governance - Pharmacy Pharmacy Pharmacy July 
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Audit Audit Group / Area 
(where applicable) 

Department 
Allocation / 
Ownership  

(may be 
delegated) 

Frequency 
(subject to review) 

SACT Pharmacy Pharmacy July to August 

 Operational (Theatre/Ward, 

Physio) 

 Theatre, Ward, 
Physio 

July to September 

Decontamination - Sterile 

Services 

Decontamination Decontaminatio
n 

July to September 

Decontamination - 

Endoscopy 

Decontamination Decontaminatio
n 

July to September 

Neuro Medical Records Neuro Neuro Monthly 

Neuro: Diabetes Neuro Neuro Monthly 

Neuro: End of Life Neuro Neuro Monthly 

Neuro: Respiratory Neuro Neuro Monthly 

Neuro: Catheter Neuro Neuro Monthly 

Neuro: Epilepsy Neuro Neuro Monthly 

Neuro: PEG Neuro Neuro Monthly 

Neuro: MCA & DoLS Neuro Neuro Monthly 

 Neuro: Enhancing Lives Neuro Neuro Monthly 

Neuro: Spinal Neuro Neuro Monthly 
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 Cobalt Hospital 

Ramsay Health Care UK 
 

We would welcome any comments on the format, content or purpose of 

this Quality Account. 

 

If you would like to comment or make any suggestions for the content of 

future reports, please telephone or write to the Hospital Director using 

the contact details below:- 

 

Sandra Donoghue, Hospital Director  

Cobalt Hospital  

Silverlink North 

Cobalt Business Park 

North Tyneside 

NE27 0BY 

Tel: 0191 270 3257 

www.cobalthospital.co.uk 

 

http://www.cobalt/

