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Happy New Year to everyone 
connected to the Countess. I hope 
2018 is a good one for all of us as 
our cherished NHS celebrates its 
70th birthday.

It has been a challenging start to the 
year for us here at the hospital, with 
winter pressures having a big impact on 
us like many others across the country. 
You can read about our experiences 
and find out how positive feedback and 
support from the community counts for 
even more at times like this on page 4.

Last year was a big one for us as we 
launched our Co-ordination Centre 
Programme to manage patient flow. 
We are already seeing benefits from this 
system and it was a pleasure to share 
our progress with guests on our Model 
Hospital Showcase. 

Work is already under way on a number 
of exciting projects this year and we 
should see even more progress with 
the Co-ordination Centre as the year 
progresses. Despite the challenges, 
there is plenty for us to look forward to 
in 2018.

This year the NHS is celebrating its 
70th birthday on 5 July. As part of 
this treasured national institution we 
will be doing everything we can to 
commemorate this platinum landmark.

There will be a special service at Chester 
Cathedral and many more opportunities 
to get involved locally if you keep an 
eye on the Trust’s social media accounts 
for updates.

One way anyone can get involved 
immediately is by donating 1,000 
miles to the NHS as part of a national 
NHS70 campaign.

Chief Executive Tony Chambers has already 
signed up to this initiative, pledging to run 

1,000 miles over the course of 2018. 

The campaign, which is using the 
hashtag ‘#NHS1000miles’, gives everyone 
the chance to take part by letting anyone 
choose any method they want to cover 
the 1,000 miles distance.

Chief Executive Tony Chambers said: “I think 
this is a great initiative to mark NHS70 and 
I’m delighted to be taking part. Can you join 
me in giving the NHS and yourself the gift of 
being more active this year?”

NHS70 
celebrations begin

A Deeside office worker’s desire 
to get back on her feet as soon as 
possible after a quad-biking accident 
helped her to defy expectations.

Danielle was told it could take seven 
months for her to walk again after 
breaking her right leg, fracturing her left 
ankle and heel bone in the crash on 1 
September 2016, but her dedication to 
her rehabilitation instead meant she was 
able wear heels and use crutches in time 
for the office Christmas party.

The 28-year-old, who is now back 
running, cycling and going to the 
gym regularly, shared her story at a 
Physiotherapy Awareness Day event as 
a thank you to the staff who guided her 
recovery, especially Orthopaedic Therapy 
Team Leader Helen Birley.

“I’m so grateful to be back doing 
all the things I want to do so I had to 
give something back to Helen and 
her team,” Danielle 

said. “They spent so much time with me, 
getting me back on my feet and I hope 
sharing my story can show others how a 
positive approach to therapy can make a 
real difference.”

Helen said: “It’s great when patients are 
motivated with clear goals in mind and 
they understand how we can help them 
to achieve them. Danielle was a pleasure 
to work with.”

Physios get office worker 
back on her feet
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Spotlight on…
Dr Michelle Tinker

Accident and Emergency consultant 
Dr Michelle Tinker re-joined the 
Countess last year, having previously 
completed some of her training in 
Chester. Dr Tinker, whose career has 
seen her work in different parts of the 
country, enjoys the strong team spirit 
among the A&E staff and how that 
helps when it is extremely busy like it 
has been this winter.

What was it like returning to 
the Countess?
It was really nice. The main reason I 
wanted to come back was because when I 
worked here I found it to be the friendliest 
department I’ve worked in throughout my 
career. I think it’s a small enough team to 
get to know everyone really well. When 
you work in larger teaching hospitals 
quite often there are so many staff there 
that you don’t get to know people on 
a personal basis. When I came back in 
March people still recognised me from 
several years ago and remembered my 
name. That friendliness is what I really 

love about working here. It’s especially 
important to have that strong team 
approach in A&E because everyone that 
we see is looked after by a team, not just 
one person.

What made you choose A&E as 
your speciality?
I always wanted to work in A&E. When 
I did my foundation training I liked a 
number of different specialities, but one 
of the things that’s great about working in 
A&E is that you still have that involvement 
with almost every area in the hospital. 
The best part of the job is when you get 
to help acutely unwell patients and then 
you see them start to get better. When 
someone’s been quite sick and then they 
start to improve you get a great sense of 
satisfaction. You go home really feeling 
that you’ve achieved something.

What is your least favourite part 
of the job?
When the department is overcrowded and 
you feel like you haven’t got any control over 

the situation. That’s the bit I hate the most. 
All you can do is ensure people who are 
acutely unwell are being treated as quickly 
as possible. This does leave others having to 
wait longer, but all we can do is apologise.

How do you relax outside of work?
I’ve got a three-year-old daughter so 
that’s not exactly relaxing! But sometimes 
it’s quite nice just to spend an entire day 
playing with my daughter and watching 
back-to-back Disney films like Moana and 
Frozen. I’ve just recently joined a choir with 
one of my colleagues from the Countess 
and I am looking to start doing orienteering 
again. I used to do it at school and I ran 
for the North West and Wales at the Junior 
Home Internationals so I’m hoping to get 
back involved this year.

Who’s the most famous person 
you’ve met?
It’s not in person, but I was in a musical 
in high school as Rapunzel. I had to 
wear a wig for the role, but when I 
looked at it the wig had the name 
‘Ronnie Corbett’ inside it and it had 
originally been made for him! So I haven’t 
met anyone who’s famous but I did wear 

Ronnie Corbett’s wig!

“When I came back 
people recognIsed 
me and remembered 
my name years later. 
that’s What I love about 
WorkIng here.”



At the Countess, despite the best 
efforts of staff frequently going 
beyond the call of duty, we have seen 
some delays due to higher volumes 
of patients needing treatment and 
difficulties discharging a lot of those 
already in hospital.

In December around 100 more patients 
were admitted than could be discharged, 
while on Christmas Day and Boxing Day 
a total of 433 people attended A&E 
which is up from 343 on those holidays in 
2016. Along with the expected increases 
of respiratory complaints and flu-like 
symptoms, staff at the Countess have also 
noticed a significant increase in patients 
with fractured neck of femur injuries 
(broken hips). There were 45 cases in 
December, which is up from around 25 
in previous months. Patients who suffer 
these painful injuries need to have surgery 
quickly and can need up to two weeks in 
hospital to recover.

“This winter has been challenging for 
everyone in the NHS and I’d like to thank 
all our staff for their incredible hard work 
during this period,” Medical Director 
Ian Harvey said. “We have seen huge 
increases in acutely unwell patients needing 
treatment, which has stretched our capacity 
and also put pressure on our colleagues in 
the community.” 

NHS and social care staff from across the 
area have been working closely together 
to relieve pressure where possible, holding 
weekly multi-agency discharge events to 
follow up plans for individual patients 
on the wards, while local care homes 
have increased their bed capacities and 

social care assessors also visit the hospital 
regularly. A new Urgent Treatment Centre 
(UTC), run in partnership with Cheshire 
and Wirral Partnership NHS Foundation 
Trust, is also helping to treat patients who 
don’t necessarily need to be seen in A&E – 
in the first few months of being open UTC 
staff deferred almost 400 people without 
treatment that had originally turned up 
to A&E.

Other plans to relieve the pressure 
included hospitals across the country 
postponing appointments and planned 
surgery to free up clinicians to help 

patients who are more acutely unwell.

Mr Ian Harvey added: “Many of our patients 
may have had appointments or planned 
surgery postponed and we appreciate how 
upsetting delays in treatment like this can 
be. We can only apologise for any distress 
this has caused, but we sometimes need to 
make tough decisions during extremely busy 
times like this.”

What has really made a difference to 
teams in the hospital is the support of the 
community around them. 

WINTeR AT THe COUNTeSS
Winter is always the busiest time of the year for the NHS, but the pressures seen in recent months have picked up 
widespread media attention as long delays and overcrowding have been an issue in hospitals across the country.

“When We’re very busy It Is 
tough and stressful, but 
gettIng heartfelt posItIve 
feedback, Whether It’s a 
card, tWeet or just a smIle 
and a handshake, really 
does go a long Way.”
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The British Red Cross has been 
supporting vulnerable patients when 
they leave hospital during the busy 
winter months.

The charity’s discharge service gives 
doctors and nurses the confidence to 
discharge these patients knowing that 
the British Red Cross will see them home 
safely. The community and voluntary 
sector partnership was first implemented 
back in January 2016 and proved so 
successful that the team returned to help 
again this year.

Helen Featherstone, Red Cross service 
manager, said: “After a patient has been 
discharged, we will take them home 
and help them to settle in by putting the 
heating on, making them a cup of tea 
and a light snack, contacting a relative or 

neighbour and giving them information 
about other sources of support. We find 
that the emotional support and care 
given by our staff is important in the first 
hours after discharge and makes it less 
likely that a vulnerable person will call for 
further medical assistance.”

Tony Chambers, Chief Executive at The 
Countess said: “We are so pleased to 
have Helen and the team back with 
us again this year. We’ve developed a 
successful working partnership with them 
and they provide great support to patients 
when they are discharged from A&E. 
It is reassuring to know that when our 
patients leave our care they have someone 
with them to ensure they are settled in at 
home safely. They really do provide a great 
service and it is very much appreciated by 
us all at the Countess.”

All NHS staff are urged every 
autumn to have a flu jab to help 
themselves and their patients stay 
well during winter.

This jab, which is the same one issued to 
the public, has been given to over 81% 
of staff at the Countess. This is the Trust’s 

biggest ever uptake, putting us among 

the top 10 in the country.

Executive Director of People and 
Organisational Development Sue 
Hodkinson said: “Our staff have been 
outstanding once again this year in 
supporting patients and colleagues 
to keep safe from flu. It has been a 
tremendous effort across the Trust and it 
really demonstrates the commitment of 
everyone on Team Countess to the people 

of West Cheshire.”

WINTeR AT THe COUNTeSS
Winter is always the busiest time of the year for the NHS, but the pressures seen in recent months have picked up 
widespread media attention as long delays and overcrowding have been an issue in hospitals across the country.

Red Cross support 
vulnerable patients

Flu jab success
Senior A&E Sister Sarah Littleworth said: 
“When we’re very busy it is tough and 
stressful, but getting heartfelt positive 
feedback, whether it’s a card, tweet or just 
a smile and a handshake, really does go 
a long way. For example, Wagamama in 
Cheshire Oaks one day just dropped off free 
meals for all the A&E staff to enjoy on their 
breaks because they knew we were busy. It 
might have seemed like a simple gesture for 
them but it makes such a difference. We’d 
like to thank everyone we have seen for 
their patience and support.”



 

More than 60 healthcare professionals 
from across the country visited the 
Countess in early December for the 
Trust’s first Model Hospital Showcase.

The event gave NHS colleagues from 
outside the Trust a chance to see our 
Model Hospital Programme in action by 
finding out about the wide variety of 
projects being worked on to streamline 
processes and increase efficiencies whilst 
improving or maintaining high standards 
of care.

Guests were taken on tours of the new 
Co-ordination Centre and endoscopy, 
while there were talks about the switch 
to an acuity-based workforce, the 
new behavioural standards and the 
Intermediate Care Unit.

“The Model Hospital Showcase was 
a fantastic opportunity to share best 
practice with our visitors, giving us a 
chance to learn from one another,” 
Director of Planning and Partnerships Ian 
Bett said. “It’s important that we share 
our findings with NHS colleagues from 
elsewhere and vice versa. It only makes 
all of us stronger and more equipped to 
improve and provide the best possible 
service for our patients.”

He added: “When people ask what the 
Model Hospital means I usually sum it 
up by saying one word: value. It’s about 
delivering a service to be proud of whilst 
making the best use of all the resources 

we have. The showcase demonstrated that 
we have a great deal to be proud of at the 
Countess and since the event we’ve been 
inundated with positive feedback. I’d like 
to say thank you to everyone who was 
involved with making it so successful.”

Below is a selection of the anonymous 
feedback left by attendees:

“Having worked in an NHS Trust for many 
years I admit to being rather negative 
about many new initiatives. The Model 
Hospital day was really impressive and the 
enthusiasm of the team made me believe 
that COCH has a really strong project 
which will lead to great improvements. 
The Trust board came across as very 
cohesive and forward thinking. I would 

love to attend in 12 months’ time to see 
improvements / ‘Hiccups’ as the project 
moves into the next stages. Good luck!”

“Great to see an organisation reimagine 
what is possible.”

“I enjoyed chatting 1:1 with individuals 
on the improvements they had been 
involved in. The rest of the tours were still 
enjoyable though.”

“Seeing the whole system together was 
very thought-provoking. It proved the 
Model Hospital is so much more than 
just TeleTracking.”

:: A similar showcase is taking place for 
members of staff on 23 March.

: ‘sharing progress’

MODEL HOSPITAL SHOWCASE

The Co-ordination Centre Programme 
– featured in the previous issue of 
Countess Matters – has now gone 
live across the Trust, with data 
from all ward areas and theatres 
now being fed to staff in the Co-
ordination Centre.

This real-time information, collected from 
patient, staff and equipment badges 
throughout the hospital, empowers 
teams to make faster and better decisions 
to increase patient flow and reduce 
delays where possible.

Since the technology was first installed 
winter pressures have gripped hospitals 
all over the country and unfortunately the 
Countess has been no different. Where 
the Co-ordination Centre Programme still 
made a difference, even when patient 
flow was brought to a virtual standstill, 
was the increased transparency and 
visibility it provided across the site.

Co-ordination Centre Programme clinical 
lead Chris Owen said: “This winter has 
been very challenging for us like many 
hospitals up and down the country. 

Higher volumes of patients arriving in 
A&E and difficulties discharging have 
meant we haven’t been able to see the 
full benefits of the system, but it has 
continued to speed up our ability to spot 
when beds do become available and get 
them ready for new patients. We are 
also still getting used to the system itself 
and as we complete our implementation 
and move further into 2018 we should 
see increasing benefits from the 
Co-ordination Centre.”

Co-ordination Centre Programme update
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The Countess Lottery
Hanna Clarke, Corporate and Events 
Fundraising Manager explains: “The 
lottery is weekly and each Friday 30 
prizes are available to win totalling 
£1600, with a top prize of £1000. 
Every March the prizes are boosted 
and total £15,000 – with a top prize of 
£10,000! What a fantastic holiday that 
would buy!

It’s £2 per week payable monthly on the 
first of the month by Direct Debit. Simply 
complete the form below and pop it 
in to the fundraising office in the main 
reception at The Countess or send it back 
to the promotor Giant Cash Bonanza. 
Good Luck!”

Julie Dixon, Ward Manager pictured said: 
“I am delighted to have joined the lottery 
and whilst like everyone I hope to win – 
the real winners will be patients that will 
benefit from the extra items we are able 
to buy as a result. Thank you for your 
support and Good Luck!”

For people who wish to make a donation 
to the charity but not be in the lottery 
we have both Regular Giving and Payroll 
Giving schemes available. Please call 
01244 366240 for more information.

The fundraising office at The Countess is 
open Monday to Friday 9 to 5. Please call 
in to find out more and join the lottery.

We are delighted to introduce a lottery that will help to fund extras for patients at the 
Countess and Ellesmere Port Hospital.



On 24 November we held 
our annual Celebration of 
Achievement Awards at the 
Chester Racecourse.

This year the event was about 
celebrating the members of staff 
who are ‘Countess Jewels’ making 
a shining difference to patients 
every single day.

BBC Breakfast’s Louise Minchin volunteered as the 
special guest presenter on the night, with Chief Executive Tony 
Chambers tweeting the next day: “BIG ThankYou to @louiseminchin 
for an excellent job hosting @TheCountessNHS staff awards. Now 
an honorary members of #TeamCountess”

Programme Director Linda Fellowes wins the Leonie Kenny Award for Inspirational Leadership

Associate Director of Nursing Karen Rees receives the 
Haygarth Medal for Nurse of the Year from Director 
of Nursing & Quality Alison Kelly and RCN Northwest 
representative Hayler Cooper

Staff from the Intermediate Care Unit celebrate their 
Outstanding Team Achievement of the Year Award

Medical Staffing Manager Sue Hughes picks up the Lifetime 
Achievement Award for 35 years of outstanding 
service to the Countess

CeLeBRATING OUR 
COUNTeSS JeWeLS

Celebration of Achievement Awards

BBC Breakfast presenter 
Louise Minchin added her star 

power to the celebrations
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WARD 45 NURSeS WIN FOR 
PLANNING COUPLe’S BIG DAY
Ward 45 manager Julie Dixon and her team 
received the biggest cheers on the night, 
scooping the Patient Choice Award for their 
heartwarming efforts to help a couple get 
married in the hospital last year.
Former taxi driver Bill Sansby, 67, had been a patient at 
the Countess for more than six months when he proposed 
to long-time partner Maggie on the ward, setting off a 
whirlwind fortnight of planning that eventually saw the 
couple become newlyweds in front of family, friends and 
‘dog of honour’ Bailey.

With Bill having been in hospital with a series of complex issues, 
Maggie started putting together outfits and taking Bailey to the 
dog groomers, while Julie started ringing round for help with 

catering and decorations.

With the help of Marks and Spencer Chester they combined to put 
on a special ceremony for Bill and Maggie, who later nominated 
Julie and her team for the Patient Choice Award.

“It was very special after so many years of being together and we 
were absolutely over the moon with everything they did for us,” 
Maggie said at the time. “I just expected it to be Bill, me and a few 
family members by his bed, but to be told they’d booked this room 
and it would be decorated professionally. It was just wonderful.”

Bill said: “The staff appreciate my dry sense of humour and think 
the world of me. They also love it when Maggie brings Bailey to visit 
and I can’t thank everyone enough for everything they did for us.”

Julie added: “Bill is such a popular character among staff and other 
patients. He’s been through a lot with Maggie so for us to get the 
chance to help make their big day special was brilliant for all of 

us. It’s the first time I’ve ever been involved in anything like 
this and the sheer joy it created around 

the hospital was fantastic.”

Celebration of Achievement Awards

There was hardly a dry eye as everyone was upstanding as 
the team collected their award

Bill and Maggie on their 
wedding day on ward 45

The team from Ward 45 pick up their Patient 
Choice Award for Outstanding Care



GOVERNORS’ NEWS

NeW PARK AND RIDe SCHeMe
The Trust has also reached an agreement with 
Cheshire West and Chester Council to introduce 
a Park and Ride scheme for patients and visitors 
to the Chester hospital. Available from the 
Council’s Upton and Wrexham Road Park and 
Ride car parks, buses will stop directly outside 
the Countess on Liverpool Road and run every 
12 minutes. The cost will be £1 per return 
journey with a maximum stay of 6 hours.

The Council’s Cabinet Member for Environment, 
Councillor Karen Shore said: “The new service 
will benefit hospital patients, visitors and the 
environment.  Our buses use the very latest enviro-
clear engine technology and will ease congestion at 
the Countess of Chester Hospital site.

“Our Park & Ride service provides a stress free visit 
without the hassle of traffic or parking. Information 
about the new services and all available stops can 
be found on the council website or at any of our 
Park and Ride sites.”

Richard Baird added: “I am pleased we have been 
able to work with colleagues at Cheshire West and 
Chester Council to improve the links to the hospital 
and we hope that patients and visitors will benefit 
from the improved transport and parking options 
in 2018.”

Work is also under way to upgrade parking 
machines in the Liverpool Road and Jubilee car 
parks to improve the experience for patients 
and visitors.

Park and Ride bus times: 
Monday to Friday: every 12 minutes between 7am and 7pm
Saturdays: every 12 minutes between 8am and 7pm
Sundays and Bank Holidays: every 15 minutes between 9.30am and 6pm

GOVeRNOR PAT 
CLARe’S FAReWeLL
I would like to thank the members 
from Ellesmere Port and Neston who 
have elected me for four terms of 
three years. You have enabled me 
to act as a critical friend to the staff 
at the Countess, ensuring that the 
concerns of patients and members 
are taken seriously by the Board and 
actions are identified and monitored.

I have been privileged to undertake 
most of the roles available to Governors 
– being part of the Communication 
team that produced the first newsletters 
–Foundation Feedback, serving on the 
Appointments committee, the Audit 
Committee, Recruitment, Quality 
Committee, Chairing the Organ 
Donation Committee and acting as 
deputy to our lead Governor Michael 
Hemmerdinger for nine years.

As I now cease to be a Governor, I feel 
that I leave the hospital with a strong 
Board that is fit for purpose and a 
Council of Governors who will continue 
to ensure that the Countess is the 
hospital you want to choose for yourself 
and your families if you become ill.

ANNUAL MeMBeRS’ MeeTING
The Trust’s Annual Members’ Meeting 
in October was a great opportunity 
for staff, governors and visitors to 
highlight positive achievements at the 
Countess and also discuss areas that 
are seeking to improve.

With a series of presentations in the main 
lecture hall, including Chief Executive Tony 
Chambers, and a marketplace event in the 
Retro Café next door, it covered both the 
larger plans for the Trust going forward 
and the work being done on the frontline 
by staff using their own initiative.

Governor Peter Folwell said: “It was a 
fantastic event and one of the many 
highlights was a presentation from 
senior physiotherapist Nicola Jarman, 
who recently visited Ethiopia on a 
mission to improve the knowledge of 
rehabilitation in the African country to 
help more patients recover from surgery 
more quickly. It also gave us as governors 
a chance to provide updates on our 
work and put together exciting plans for 
2018 that you’ll be able to read about in 
future issues.”
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Student  
Accommodation 

Close to Chester University Main Campus

We have houses ranging in size from 
one to ten bedrooms

Please visit our web site @ 
roomschester.com

For a full list of our houses and prices.

Axia ASD Ltd. provides diagnostic and post diagnostic support/psychological 
intervention to both adults and children with Autism Spectrum Disorder, Dyspraxia/
Developmental Coordination Difficulties and Attention Deficit Hyperactivity Disorder.

We are an independent provider of services to the NHS with various Clinical 
Commissioning Groups using our service as well as accepting private  
healthcare referrals and self-referrals.

What makes our service unique 
is that we always go that extra mile to ensure our 

clients feel listened to, respected, and most of all, safe and comfortable 
whilst in our consulting rooms.

The environment in which appointments take place is “Autism Friendly” with a range of 
sensory items available for use within the clinic sessions.

Our Team consists of Clinical Psychology, Systemic Psychotherapy and Speech and Language Therapy. We also have 
our very own “Nerd Consultant” who advises the clinicians on a range of topics, including Japanese Anime, Marvel and also heads up our 
very own Film Society.

We offer a professional yet personal service to each and every client who comes into contact with our service, and continually strive to 
ensure the best possible service is being offered.

For any further information, please feel welcome to contact our Operational Manager, Carly Bailey, who would be happy to hear 
from you.

Axia ASD Ltd. Red Hill House, 41 Hope 
Street, Chester CH4 8BU.

Telephone: 01244 56 76 56
Email: enquiries@axia-asd.co.uk

We regularly receive referrals 
from all over the UK and have 
even extended into Europe.

We accept GP referrals, 
private healthcare referrals 

and self referrals.

Advertorial

New postgraduate and CPD courses 
at Bangor can help you develop your 
healthcare career 

The School of Healthcare Sciences 
at Bangor University is ranked 
top 10 for research quality in 
the 2018 Times Good University 
Guide and the Complete 
University Guide. Bangor is also 
the only university in Wales with 
a Gold TEF teaching award.
The School offers postgraduate pathways at all academic 
levels including Professional Doctorate, a large number 
of part-time and day release Continuous Professional 
Development opportunities and has campuses in both 
Bangor and Wrexham. The taught courses are suitable 
for qualified nurses, midwives, health visitors and allied 
health professionals whilst the research programmes are 
aimed at those interested in healthcare research. 
Our pathways help professionals achieve the 
knowledge and skills required for evidence-based, 
clinically effective practice and enhance career 
progression. Current CPD opportunities include Suicide 
Awareness, Home Birth and Realist Methodology and 
the 2nd annual Healthcare Research Summer School 
2-6th July 2018 is now taking bookings.
For more information on how we can help your career 
or service provision visit the website https://www.bangor.
ac.uk/healthcaresciences or phone 01248 383191.
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