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1. INTRODUCTION 

Kingston Hospital is a leading acute hospital in South West London, recognised by the CQC as 

providing outstanding care to our local population.  We have some of the best clinical outcomes and 

performance metrics nationally in areas such as cancer care and maternity services.   

 

We have a caring, committed and inspiring workforce who are valued for the work they do and who 

are empowered to improve the services we provide.   We are one of the best hospitals to work for 

according to the NHS Staff Survey and among the top ten Trusts in England where staff are most 

likely to recommend the care their colleagues provide (NHS Staff Survey 2019). 

 

The Trust has worked hard to achieve these standards and we will do all that we can to continue to 

deliver outstanding care to our patients and to be a great place to work.  

 

In 2016, we defined our strategy to 2020 and it is now time for a new strategy to guide us through 

the next period in our development.  This is because the context that we work within is changing, 

with the new long term vision for the NHS set out in the NHS Long Term Plan, together with an 

opportunity for greater integration between health and care partners to deliver more joined up 

services for our growing and ageing local population.  These factors alongside research and digital 

advances create new opportunities to further improve care.   

 

This document patient first is founded on our vision and values and describes our ambition and 

priorities for the next five years which are organised around four strategic themes and strong 

foundations which describe how we will deliver our ambition.  We will continue to review our 

priorities as we work towards them.  While our approach and activities may evolve, this strategy will 

provide a consistent focus for us until we reach the next stage of our development. 

We intended to launch the strategy in April 2020; however the impact of the COVID-19 pandemic 

led to a pause.  This pandemic has however brought to the fore the outstanding care the Trust 

provides patients and how caring and committed our staff has been in responding to the crisis.  It 

demonstrated the strength that comes from working with our partners and also showed areas of 

innovation and areas where we need to invest such as technology and our estate.  

The impact of COVID-19, has also contributed to us reviewing our strategic direction.  We have 

recognised the inspiring contributions of our people during the pandemic to ensure, wherever 

possible, we minimise the adverse consequences of further increases in COVID-19 activity on our 

ability to maintain safe and effective services.  

The pandemic has also strengthened our understanding of the need for greater collaboration with 

our health and care partners. We will continue to be driven by our values in all that we do as we 

aspire to provide outstanding hospital care to our local community, addressing inequalities and 

ensuring that where health and care is needed that it is accessible and safe. 

Our patient first strategy- putting the patient first, makes clear the commitment that everything we 

do, no matter how large or small should always contribute to improving outcomes and experiences 

for the people we care for in our hospital.  This is always our top priority.  

We recognise that what lies ahead maybe challenging, however we are confident that we have the 
values, the resolve and the resilience to deliver the care our patients really need. 
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This short summary sets out our ambition over the next five years and the Trust priorities for the 
next 18 months. 

We will now work to organise ourselves around our strategy, building it into all our teams and 
services, developing implementation plans, alongside embedding it into our business planning, 
investment decisions, governance and our teams and personal objectives. 

We look forward to working together to make this ambition our reality. 

 

                                      

             Jo Farrar, Chief Executive                               Sian Bates, Chairman 
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2. OUR AMBITION 
Our strategy sets out our new ambition for the next five years, reflecting our immediate lessons from 

the COVID-19 pandemic and the priorities outlined in the NHS Long term plan and in the NHS 

People Plan. 

 

Our ambition is to always provide outstanding hospital care to our 

local community, being part of a vibrant, resilient and sustainable 

health and care system, supporting healthier lives, addressing 

inequalities and ensuring that where health and care is needed that 

it is safe and timely.   

 

The following seven principles will underpin the delivery of our ambition of putting the patient first: 
 

 

 

 

 

 

 

 

 

 

  

1. Deliver outstanding care  putting the patient first in everything we do. 

 

2. Be a great and inclusive place to work, where racism, bullying and harassment 

are not tolerated, where opportunities to develop and progress are open to all, 

where we invest in our staff and keep them safe, well, and at work  so that they 

feel valued for their contribution to outstanding patient care.   

 

3. Take a proactive role in supporting the health of our local population by 

addressing health inequalities, identifying early opportunities to intervene and 

prevent decline in mental and physical wellbeing. 

 

4. Drive integration of our clinical pathways with partner organisations, working 

as one, to simplify access to services for patients and support care closer to 

home, significantly reducing attendances to hospital and ensuring that a stay in 

hospital reflects an acute care need.  

 

5. Be an exemplary elective care centre that delivers the best outcomes for the 

local population, is highly productive and is recognised as a national centre of 

excellence. 

 

6. Provide women and family centred individualised care, encouraging 

innovation within practice to deliver outstanding care and the maternity service of 

choice for SW London. 

 

7. Sustain the Trust’s leading position on delivering timely cancer treatments and 

continue to enhance our cancer services and work with partners to make major 

improvements in survival rates. 

 

 

. 



 

patient first  Kingston Hospital NHS Foundation Trust 

Our Strategy 2020-2025  5 of 18 

If you receive care, work at the Trust or are part of the wider community, the delivery of our 

ambition means that: 

 

Our patients will…. 

 Receive outstanding care at every hospital encounter, delivering the best outcomes from our 

treatment and the best experience. 

 Have the option to use digital solutions to access advice, information and virtual consultations 

where appropriate, reducing the need to attend unnecessary hospital visits.  

 Have choice in managing outpatient appointment bookings, investigations and operations 

through digital solutions.  

 Know that information relating to their care is shared appropriately with their care providers to 

ensure the right information is available at the right time and the right place to provide the best 

advice and treatment at all times. 

 Feel confident in managing their own health knowing that they can access the right clinical 

expertise when it is needed. 

 Have the opportunity to co-create service improvements and be involved in research and clinical 

trials.  

 Be able to access more services outside the hospital and closer to their home. 

 

Our staff will…. 

 Work for one of the best hospitals in England according to the NHS Staff Survey 2019. 

 Be among the top ten Trusts in England where staff are most likely to recommend the care their 

colleagues provide. 

 Work with colleagues who live our values of caring, safe, responsible, value one another and 

are inspiring.  

 Listen and treat everyone fairly regardless of age, gender, religion, race, disability, vulnerable 

status, sexual orientation and marital status. 

 Have equal opportunities to develop personally and professionally and be encouraged to do so 

whatever their race, gender and personal background. 

 Be committed to ensuring our services and employment practices are inclusive and that we 

engage, listen, learn and act to improve the culture of our organisation. 

 Have equal opportunities to explore new pioneering roles and work in multidisciplinary teams 

across the community to support new clinical pathways. 

 Be part of an organisation that offers a wide range of flexible working arrangements and 

supports agile working such as working from home. 

 Be part of an organisation where compassionate leadership is paramount and where staff health 

and well-being is a top priority.   

 Be part of a culture that promotes collaboration, innovation and celebrates the achievement of 

its staff.  

 

Our community will…. 

 Experience an organisation that is committed to working collaboratively with our health, local 

authority and third sector partners to deliver the best experience and outcomes for local people, 

to start well, live well and age well.  This integrated approach across the South West London 

Health and Care Partnership will improve health outcomes for our local population including: 

o Reduction in strokes over the next five years 
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o Reduction in unplanned (non-elective) attendances and admissions for chronic obstructive 

pulmonary disease and asthma 

o Reduction in diabetic admissions with acute problems 

o Reduction in hospital stays for people in their last year of life 

o Increase in early diagnosis of cancer 

 

 Recognise the hospital as an organisation that: 

o Contributes to sharing best practice and learns from others. 

o Meets it community responsibilities in relation to employment and education. 

o Has an absolute commitment to contribute to improving health outcomes and life chances 

within the local community particularly for those that suffer deprivation. 

o Acknowledges its role in the community and takes action to reduce its impact on climate 

change.  

o Fully participates in the economic and civic life of the community acting as the anchor 

institution and resource for the local population. 
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2. DELIVERING OUR AMBITION 

The Trust’s strategic framework is based on a Lean improvement approach with the aim of aligning 

objectives across the organisation.  The Trust’s ‘True North’ - patient first acts as a guiding 

compass for staff to demonstrate that everything we do, no matter how large or small should always 

contribute to improving outcomes and experiences for the people we care for in our hospital.  
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Our strategic themes and goals 

 

 

SYSTEMS & PARTNERSHIPS 

Provide care that connects between 

organisations  

 

We will drive integration of our clinical pathways, 

providing care closer to home. We will fully 

participate in improving the health and wellbeing of 

the communities in which we serve and work with 

partners to reduce health inequalities. We will 

strengthen and deepen our working relationships 

with primary, community and social services across 

the ‘place’ as well as the SWL Integrated Care 

system and we will build on our strengths to lead on 

areas of work across SWL such as elective care. 

 

 

 

 

QUALITY  

Deliver  outstanding care at every hospital 

encounter 

 

We will always deliver safe effective care striving to 

meet the highest standards expected within the NHS 

to provide a positive patient experience. Our teams 

will constantly seek to improve and will be supported 

by a Quality Improvement culture that is evident 

throughout the organisation and which draws upon 

the best evidence available. 

In particular, We will be an exemplary elective care 

centre, become the maternity service of choice in SW 

London and sustain the Trust’s leading position in 

delivering timely cancer treatments 

 

 

OUR PEOPLE 

Be a great and inclusive place to work  

 

Our staff will live the values of the organisation and 

demonstrate the behaviours that underpin them.  

They will experience a learning culture which 

encourages them to be their best selves and will have 

the opportunity to develop their skills and knowledge to 

build rewarding careers. We will develop diversity 

across all workforce groups   

They will experience a great place to work , where 

racism, bullying and harassment are not tolerated, 

where opportunities to develop and progress are open 

to all, where we invest in our staff and keep them safe, 

well, and at work, so that they feel valued for the 

incredible job that they do. 

SUSTAINABILITY 

Make the best use of our resources in order to 
make lasting improvement  including clinical 

sustainability 

 

We will ensure the Trust has a strong financial base to 

allow investment in developing and improving services.  

We will seek to deliver further clinical inefficiencies 

using GIRFT and model hospital benchmarking data to 

improve service delivery. We will work with partners to 

ensure economic efficiencies are realised and waste 

and duplication minimised.  As a high performing and 

inspiring organisation we will seek to take advantage of 

national investment initiatives within the NHS and 

commercial opportunities to enhance our services.   
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Our Strong Foundations and how they will support delivery of our ambition 

Build strong information technology and 
analytics 

Embed Quality Improvement Develop integrated system working 

Over the next five years we will use digital services 
to transform our services and the way we work, 
improving population health, patient outcomes and 
experiences  and by making things easier for our 
staff.  
 
We will secure all our digital solutions to the 
highest standards to ensure the information that 
we hold can be safely accessed, from anywhere 
and that this data is protected by the strongest 
cyber security and information governance 
controls. 
 
We will use population health management 
approaches to keep people well at home and by 
identifying those at risk of acute illness and those 
who would benefit from early intervention. We will 
modernise how patients access our services and 
information and we will significantly enhance the 
digital experience for our staff 

Over the next five years we will embed a 
continuous process of improvement within existing 
processes and pathways that leads to 
measureable improvements for our patients and 
staff.  
 
We will empower staff to make their own 
improvements by providing the training, tools, skills 
and support to make change happened and to 
make it sustainable. 
 
We want to embed a culture in which we see 
everyone passionate about delivering outstanding 
quality care every time 

The SWL ICS is driving forward collaborative 
working and we will continue to strengthen and 
deepen our role in that partnership, together with 
SWL Acute Provider Collaborative.   
 
We will also strengthen our place based 
integrated care partnerships with our community 
primary care , local authority and voluntary 
sector partners to further develop system 
working for the benefit of the population in which 
we serve.  
 
We will fully participate in the economic and civic 
life of the places that we serve acting as an 
anchor institution and resource to our community 

 

 

 

 

 

 

Agile Governance Maximise the use of our estate 

Over the next five years we will develop a 
governance framework that enables and 
encourages innovation and system working whilst 
also ensuring that our regulartoy obligations as a 
Foundation Trust are met 

Over the next five years we will modernise and 
improve our estate, ensuring the safety of all 
clinical areas, improving the physical space for 
staff and seeking investment for the development 
of departments such as ICU and sites such as 
QMH. 
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3. TAKING OUR STRATEGY FORWARD 

This strategy clearly defines our priority goals and our measures for success as well as our approach to 

achieving them.  It will set the agenda for our annual objectives and plans.  Each year we will set out in 

detail in our Operating Plan and Quality Account the distance we are aiming to travel towards 

achievement of our long term goals.  

The Trust Strategy has been developed with involvement of staff, patients, service users and partners. 

Using our patient first Improvement framework, we will work to organise ourselves around our strategy, 

building it into all our teams and services, developing implementation plans alongside embedding it into 

our business planning, investment decisions, governance and our teams and personal objectives as 

outlined below. 

 

Overall delivery of the Trust Strategy will be overseen by the Trust Board, with a balanced scorecard 

used to highlight progress towards achievement of our long term goals.  Each commitment in the 

strategy will have a lead executive director.  Formal review of progress will take place twice each year. 
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4. PRIORITY OBJECTIVES 2020-22 

This section describes our objectives for the next 18 months.   

It not only reflects the objectives required to support our ambition but, as COVID-19  remains in general 

circulation, we are being asked to respond to three priorities: 

a) Accelerate the return to near normal levels of non-COVID health services,  

b) Prepare for winter demand pressures and be able to respond to probable COVID spikes and  

c) Continue to take the learning from COVID and tackle fundamental challenges including,  

supporting our staff and taking action on inequality and prevention.  

These  COVID requirements have been reflected in our immediate objectives for the next 6 months: 
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PRIORITY OBJECTIVES 2020-2022 

 

 

Strategic 
Themes 

Strategic goal 
3-5 year 

2020-22 Objectives 
Metrics  2020 -22 

September ‘20– March ‘21 March’21 – March ‘22 

Quality 

Delivering outstanding 

care at every hospital 

encounter 

 

1. Restore and maintain to the full 
extent possible, all cancer , 
elective, outpatient and diagnostic 
services  

 
2. Work with GPs and other partner 

organisations to restore the 
number of people coming forward 
for treatment 

 

3. Expand the NHS 111 First offer to 
provide low complexity urgent care 
without the need for an A&E 
attendance ensuring those who 
need care can receive it in the right 
setting 
 

4. Provide alternatives to patients 
having to attend physical outpatient 
appointments  

1. Increase the proportion of non- 
elective and elective patients 
who go home the same day their 
care is provided 

 
2. Ensure the digitally enabled 

outpatient pathways increase 
inclusion  

 
3. Review outpatient pathways and 

access utilisation by 31 March 
2021 

 

4. Deliver our quality priorities  
 

5. Work with patients to manage 
their wellbeing and personalise 
their care particularly for those 
with long terms conditions, 
improve patient education and 
training 

 Reduction in the number of 
patients waiting for treatment 
longer than 62 days on an 
urgent pathway or over 31 days 
on treatment pathway. 

 100% of last year’s outpatient 
activity achieved from  
September 2020 

 90%  of last year’s elective 
activity achieved from October 
2020 

 60% of all  Patient initiated 
follow up appointments are 
virtual and at least 25% of new 
appointments are virtual 

 Patient and staff experience 
measures for virtual 
appointments 

 Reduction in number of minor 
illness attendances in A&E 

 Delivery of the quality priorities 
metrics  
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Strategic 
Themes 

Strategic goal 
3-5 year 

2020-22 Objectives 
Metrics  2020 -22 

September ‘20– March ‘21 March’21 – March ‘22 

Our People 
Be a great and inclusive 

place to work 

5. To develop our response and 
implementation plan to the NHS 
People Plan that describes how the 
organisation will develop and lead 
its workforce over the next 2-3 
years 

 
6. Agreement to implement the 

diversity and inclusion plan for 
KHFT 

 
7. Agree a refreshed Health and 

Wellbeing strategy building on 
lessons from COVID to provide 
health and wellbeing support to 
staff   

 
6. Introduce new pioneering roles 

to support emerging integrated 
clinical pathways. 
 

7. Recruit staff once across SW 
London consistent with its 
equality strategy to maximise 
retention and recruitment 

 

8. Develop and deploy staff, 
maximising flexibility and agility 
to deliver their roles and 
functions 

 

9. Ensure care and compassion are 
embedded in all the Trusts 
employment practices to support 
staff to achieve a good work life 
balance. 

 

 5% of advertised roles are 
using new job plans 

  Achievement of the Flu 
vaccination target 

 Annual staff survey score to be 
in the top 5 of the country 

 Quarterly pulse surveys on staff 
engagement 

 Staff turnover is at target rate 
for all staff groups and data 
reporting from exit interview 
questionnaires indicate positive 
experiences of working at the 
Trust  

 Achievement of target WRES 
and WDES indicator scores 

 Significant reduction in the 
number of staff reporting 
bullying and harassment from 
patients, other staff or 
managers 
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Strategic 
Themes 

Strategic goal 
3-5 year 

2020-22 Objectives 
Metrics  2020 -22 

September ‘20– March ‘21 March’21 – March ‘22 

Systems & 
Partnerships 

Delivering care that 
connects between 

organisations 

 
8. Work with GPs and other partner 

organisations to ensure the most 
vulnerable are protected from 
COVID 

 
9. Work with community partners to 

ensure the discharge to assess 
process is fully embedded 
 

10. Lead on the elective recovery 
programme for SW London 

 
11. Develop a plan to create an 

integrated care plan with our local 
providers, to support keeping 
people well and receiving as much 
of their care in their own homes or 
in the community as possible 

 

 
10. Using population health data 

work with public health and 
health and care partners to 
develop and contribute to the 
delivery of a plan to address 
local health inequalities and 
improve outcomes 
 

11. Mobilisation of plans to 
establish an elective centre of 
excellence 

 
12. Increase the proportion of 

patients who are safely 
discharged without delay when 
they no longer require acute 
hospital care 
 

13. Implementation of integration 
plans between ourselves and 
community partners 

 Reduction in the number of 
stranded and super stranded 
patients 140 to 100 and 40 to 
20 respectively 

 

 Delivery of a local health 
inequalities approach and 
implementation . 

 

 Development and delivery of an 
agreed set of place based 
metrics. 

 

 Improved co-ordination of 
services across primary, 
community and acute and 
social care services  

 

 Achievement of the elective 
performance metrics  

 

 Delivery of SWL Elective 
Programme 
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Strategic 
Themes 

Strategic goal 
3-5 year 

2020-22 Objectives 
Metrics  2020 -22 

September ‘20– March ‘21 March’21 – March ‘22 

Sustainability 

Live within our means  in 
order to make lasting 

improvement including 
clinical sustainability 

 

12. Deliver the financial target by 
working with partners to support 
restoration and continued response 
to COVID  

 
13. Reduce our environmental impact 

as set out in our sustainability 
strategy. 
 

14. Achieve financial regime for 
Kingston within the ICS for 2021/22 

 

 
14. Deliver improved productivity 

across clinical and non-clinical 
areas, tackling opportunities 
identified through  Getting it 
Right First Time (GIRFT) and 
Model Hospital 

 
15. Increase efficiency through 

partnership working with the 
Acute Provider Collaborative 
(APC), the South West London 
system and locally in Kingston, 
Richmond and East Elmbridge  
 

16. Stop unnecessary 
interventions [including blood 
tests, imaging, prescriptions of 
medications] that don’t add 
value to the patient 
 

 

 Financial target achieved 

 Efficiencies delivered through 
SWL Acute Provider 
Collaborative (APC) 

 Improvements in GIRFT and 
Model Hospital outcome 
metrics 

 Delivery of sustainability 
metrics 

 % Reduction in unnecessary 
internal tests (to be confirmed) 
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Appendix 1 – Strategy Radar: Mapping the Priority Objectives to the delivery of our ambition 
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Appendix 2 - DEMOGRAPHIC CONTEXT  

 

1. Trust catchment demographics 

The following catchment data is sourced from Public Health England’s NHS Acute (Hospital) Trust 

Catchment Populations dashboard, based on 2018 data.  

 

a) Patient Flow - Admissions into Kingston Hospital in 2018 by local authorities 

 

Kingston Hospital’s catchment area covers a population of circa 325,000, it has the third lowest 

deprivation ranking out of 131 acute trusts (deprivation ranking 129 out of 131).  60.5% of Kingston 

Hospital’s catchment population live in the least deprived quintile areas in England. Only 5% of the 

catchment population live in the two most deprived quintile areas in England. 72.3% of Kingston 

Hospital’s catchment population is White, 13.4% is Asian, 8.1% is Black, 4.2% is mixed, and 2.1% is 

other. 

 

2. Kingston Borough demographics  

 

Population size 

There are 176,107 people living in the borough according to the Office for National Statistics (ONS).  Of 

these, 21.7% are children/young people (0 to 17 years old), 65% are people of working age (18 to 64 

years old) and 13.3% are aged 65 or over.  Like much of London, when compared to England, Kingston 

has a young population with a median age of 36.2 years.  Despite this young profile, there are a 

considerable number of residents living into their 90s and beyond.  There are 209,515 people registered 

with Kingston GPs.  The Greater London Authority (GLA) estimate of Kingston’s population size is very 

slightly higher than ONS, at 176,140. 

The GLA has projected Kingston’s population to reach 194,030 by 2027; an increase of nearly 9% over 

ten years from 2017. This will not be uniform across all age groups.  The biggest growth is expected in 

teenagers, older working age and retired populations. 

Ethnicity 

Just over two thirds (69%) of Kingston residents are white. Almost one-third (31%) are from black, 

Asian and minority ethnic (BAME) communities, comprising Asian ethnicity 20%, mixed ethnicity 
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5%, black ethnicity 3.1%, Arab 2.1% and other ethnic groups 1.4% (2017).  The BAME population in 

Kingston is projected to increase to 36% over the next decade (from 2017 to 2027), with the greatest 

increase in the Asian ethnic group. 39% of children and young people aged 20 years and under are 

from BAME groups and this cohort is projected to increase to 44.7% by 2027. 15.2% of people aged 65 

and above are from BAME groups and this is projected to increase to 21.4% by 2027.  

 

Deprivation 

Kingston as a whole is not a deprived borough; however there are pockets of significant deprivation. 

There is one Kingston Lower Super Output Area (LSOA) in the most deprived 20% of all areas in 

England, and six are in the most deprived 40%.  There are also very affluent areas; 38 of the 98 LSOAs 

in Kingston are in the least deprived 20% nationally.  Overall, Kingston is considered to be an affluent 

borough despite inequalities across the area. 

 

3. Richmond Borough  

 

The London Borough of Richmond upon Thames is a prosperous, safe and healthy borough. Life 

expectancy is high and rates of premature mortality are lower than other areas. Richmond has low 

levels of crime and accidents, good schools and high levels of volunteering. 

Population size 

There are 187,000 people living in the Borough of Richmond.  The Borough has a lower proportion of 

persons aged 65-84 than for England and Wales on average. However, it has one of the highest 

proportions of those aged 85 and over. Conversely, there are a higher proportion of residents in the 0-4 

and 25-40 year age bracket than the national average. 

Ethnicity 

The minority ethnic backgrounds make up just over 12% of the Borough's population and this includes 

3% of people from Irish backgrounds, the figure for the Borough's black and minority ethnic population 

is 9%, which is almost double the 5.5% recorded in 1991.  Those from Asian backgrounds form the 

single largest ethnic group at 4% and those from Indian backgrounds form the largest sub-group at 

2.5% of the Borough's population.  People from mixed ethnic backgrounds comprise just over 2% and 

those from Black and Chinese backgrounds make up roughly 1% each. 

Deprivation 

Richmond has some of the lowest poverty rates of all London boroughs with just 21% of the children 

judged to be living in households in poverty. It also enjoys the lowest unemployment rate at 3.4% 

(London average is 5%), and the lowest infant mortality rate at 1.5 per 1,000 births (the rate is 3.3 for 

London overall). 

However, pay inequality is high here compared to other parts of London with employees at the 80th 

percentile earning three times (2.99) those at the 20th percentile (compared to 2.74 across London). 

The Indices of Deprivation show that the Borough had 5,520 people who are considered ‘employment 

deprived’ and 18,616 people who were ‘income deprived’.  This means Richmond upon Thames ranks 

166 and 184 respectively out of the 354 Boroughs and counties in Britain, where 1 is the most deprived 

and 354 the least deprived. The overall index ranks the Borough 341 out of 354 authorities. 


