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Executive summary

A new Community Diagnostic Centre (CDC) is scheduledto  open in New
Addington in 2025. The centre will follow on from the successful launch of the

CDC in Purley in 202 4 and is part of a £14 million expansion of local community
services. See more details here:  https://www.healthwatchcroydon.co.uk/advice -

and -information/2025 -03-05/new -addington -community -diagnostic -centre -
details - due - open - summer

In January 2025, Croydon Health Services NHS Trust commissioned Healthwatch
Croydon to:

s < O

1 Consider the needs of users attending the New Addington site

1 Identify opportunities to adapt how the service is delivered in New

Addington

1 Ensure the New Addington CDC is welcoming and user centred
Healthwatch Croydon visited Purley CDC in February 2025 to gather 120
observations and insights and engaged with CDC users to understand their
experiences. They also conducted a focus group with 10New Addington residents

and also ran a short survey (40 respondents) based on similar questions to
.views toflards the new centre. These

L

receive further insight of local
took place in March 2025

R RRRE R
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FIndings

Purley CDC

Use of services: Many respondents came from the scanning departments which
totalled 46% of responses: X-ray (18%), CT(13%), ultrasound (11%) and DEXA (4%).
Other respondents accounted for 32% of which over half were blood services
(15%), retinal eye services (5%) . Echocardiogram accounted for 12% split equally
between ambulatory and standard services (6% each) . See page s 9-10

Awareness : Nearly half of respondents were not previously aware that they could
have this type of test at the CDC rather than at the hospital. See page 1

Arrangement of appointment: Most w ere offered after they had spoken to their
GP, showing the importance of their role in communicating options. Over a

quarter had an appointment agreed in advance based on a previous

appointment. See page s 12-13.Most had been referred by their GP, but over a
quarter from their doctor or clinician from the local hospital. See page 16

Referral for diagnostic test in Croydon: Most have previously received a
diagnostic service in Croydon, but over a quarter of respondents (28%) had not.
See page 14.

Use of Purley CDC for similar tests or scans : Just over a third had used Purley
before; nearly half (44%) had used Croydon University Hospital. Smaller numbers
had used their GP .See page s 5.

Choice of location discussion: Most patients said that doctors and clinicians did
not talk to them about the various locations where could have th eir diagnostic
test. See page 17.

Waiting time for appointment : Over a third were seen within a week of referral,
with 18% seen within 1 -2 weeks and 22% with in 2-4 weeks. Nearly a quarter had to
wait four weeks or more. See page 18:

Expectations and awareness of CDC: Just over half would have expected to have
their test at a main hospital suggesting the need to communicate community
services more. See page 19. Most respondents were aware that they could have
received th eir test somewhere else. However, 38% were not aware that this could
happen outside the main hospital . See page 20.

Reasons for choosing Purley CDC: Most chose Purley CDC because it was closer
to their home. Many also cited more convenient transport links , & positive
previous experiences and shorter waiting times . See page 2 1 23.

Ease and c hoice of travel: 94 % found it very easy or easy to travel to Purley CD C,
see page 24. Most drove but over a third came by bus. See page 25. Most could
find a parking space, but many needed to find parking offsite . See page 26 -29.

Information: Over 60% were provided with information . Many felt they had the
information th at they needed, and it was clear, usually by letter, leaflet or

Community Diagnostic Centres in Croydon b patient experience and resident views - June 2025 - 3



consultation with staff. Some did not have enough information, in one case
expecting surgery when it did not happen, but many who come here routinely for

tests did not expect to get information for routine tests. See page 30 -36.
Translation and interpretation : Very few needed this service but those who did

found it helpful .See page 37 -39.

Welcome and facilities : Nearly 4 in 5 were greeted on arrival, see page 40 ; Over a
third were seen at the time given, with just under 30% waiting 15 minutes , See
page 4 }42.89% rated the waiting area and facilities as good or very good, with

38% stating they were very good . See page 4 3.

Overall experience: Over hal f (52%) said their experience was  very good, with a
further 38% rating thes e as good. See pages 4 4-51

Impact on maintaining health: 70% said that having services at Purley has

helped maintain or improve their health. Reasons focused on convenience,
easier access ,a more relaxed environment and reduced waiting times. Those
who did not think it had helped had more complex long -term conditions or lived

further away from  Purley or could not see any link between location and
improvement in health.  See pages 53-59.

Improvements: Parking was the highest mentioned improvement followed by
appointments , waiting times, and then facilities, but a significant majority did not
see the need to make any improvements . See page 60-63.

Signage : A visual walk around the Purley CDC site showed confusing signage.
See page 64-72.

New Addington

Feedback suggests respondents would value the new services offered and would
use them , but there is a lack of clarity around the role of the new development
within the community , as many of the responses  concerns focu sed on services
outside the remit of a CDC.

Initial thoughts from focus group

Blood tests and service s for children are mis sing. While the CDC will be closer to
New Addington ,residents asked if children could be taken there with s uspected
fractures rathe r than having to go to Croydon University Hospital or Purley CDC ?
It was also suggested that a minor injuries unit would be useful rather than

waiting for an ambulance. There is uncertainty about the role of the Parkway GP

in the new building and whether the new location will improve access. There is
also a n eed for other support services such as pharmacy after 1pm on Saturday
and Sunday , and open MRI scanners to allow for people who have physical or
psychological issues about closed spaces . See page 73.

Most important services:

1 Focus group : Scanners were considered most important but they need to
be open . Interestingly, the most wanted service s are those not currently
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offered such as a minor injuries unit, pharmacies, MRI and a Diabetic clinic
offering ongoing support . See page 75

1 Survey: Respondents also said scanning service s were most important, with
every respondent wanting X-ray and ove r 85% wanting CT scan and
ultrasound ; half saw ECG as important and nearly half saw the other
services as important . Most said it would be quicker to get results, and
more convenient .See page 86-89.

Services used most

1 Focus Group: Participant s said CT scans, ECG and ultrasound. They also
wanted a minor injuries unit . See page 75.

1 Survey: Similarly , most (90%) would use X-ray and ultrasound and CT (70%
each ). Convenience and easy access were reasons, as well as getting
speedier results . See page 90-91

Services missing from plans

1 Focus Group: Different kinds of blood tests - such as children's blood tests,
fasting blood tests for diabetes (as travel is more difficult when fasting) -
as well as early pregnancy and antenatal services, social prescribing, and
an early diagnosis centre . See page 76.

1 Survey: Similarly, blood test s were the most mentioned, along with cancer
screening, mental health, a minor injuries unit, and diabetes support. Some
also felt the CA MHS and paediatric services, and public health services
such as drug, alcohol and sexual health services could also be included
See page 92-94.

Benefits

1 Focus Group: Participants talked about ¢ onvenience, familiarity, a safe
space, it being the centre of the community, s aving time for residents, and
becoming a community space for community groups. See page 77.

1 Survey:. Many benefits were stated , from putting less pressure on hospitals,
to not having long travels to minor injury units in other places . They saw the
CDC as m ore accessible, easier to get to and there to serve a dedicated
community that feel s isolated from services ,see page 95-98.

Concerns:

1 Focus Group: There wer e concerns about the q uick turnaround as itis
opening in the summer b will staff be recruited from other services? Will
that impact other services in the area? Parking capacity was also an issue
See page 79.

1 Survey: Most do not see any concerns, but for those who do a big concern
is parking, particularly if it become s popular with those who live near New
Addington, but not in it, and so will drive there and increase traffic and
affect parking capacity. See page 99-100.

Community Diagnostic Centres in Croydon b patient experience and resident views - June 2025 - 5



Challenges that need addressing (focus group only)

1 Participants said there is a need for openness and transparency rather
than rumours. Official meeting s should take place to introduce the plans to
residents, with photos on what is planned and possibly tours before
opening. See page 80.

Communication:

1 Focus Group: Suggestions included o fficial social media posts working with
local organisations such as Pathfinders ; signs in sho p and a board up at
the site with plans ; a website was also suggested , as well as a p romotion
plan that communicates with the community ; digital screens with the
information on ;information in GP surgeries and local community centres
(e.g. Poppin for older people, Family Centre, food bank, C ALATcentre), local

churches, schools, pharmacies . Other suggestions include using the Patient
Acc ess app staple information to prescription packets ; information in the
A s ; & stand at the Addington Qarnlval which is in

June close to the plannéd CDC opening in July. See page 81

1 Survey: Most suggest that GPs should lead the way in communicating these
services, but also see a role for leaflets, working with community groups
and posters in key locations. Some similarly suggest attending key local
events such as the New Addington Carnival. See page 101

Role of GPs: Focus Group and survey

1 Focus Group: Participants said GPs need to be aware of patient choice in
location b they need to be able to weigh up different waiting times at
various locations . Some patients may wish to travel for a shorter waiting
time if an issue is urgent, while for others it is too difficult, and they would
rather wait an extra few weeks to avoid a tiring and time - consuming
journey. GPs need to be aware and more informed of where patients can
be referred to and for what See page 8 2.

1 Survey: The role of the GP in communicating these service S is seen as
important by 94%, with more than 70% seeing it as very important.  See
page 102 - 104.

Role of community organisation (focus group ): Providing information via m  ulti-
faith groups, ensuring information is provided in different language and worded
simply as technical terms may be difficult for some to understand . See page 8 3.

Final thoughts (focus group) : Participants said o pen communication is very
important to avoid  the rumour mill starting. Let the community know if
recommendations are taken on board . Community engagement is very
important b there could be a sense of co - production in the plans, along with
more information and less mystery around them. They are g lad that the new
centre is opening in New Addington, but will these plans be what we end up with?
Will they take . . 7 ' _concern$lon board? There are still many unanswered
questions around the new centre, and it i s only four months away from planned
opening. The council has historically offered New Addington many things, but
they do not always come about. There is a need to offer work experience
placements for healthcare students . See page 84.
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Recommendations

Purley CDC

Better awareness of both patient option and the service at Purley : Increase the
awareness with patients about the range of services available at Purley , as over
half were not aware and many would have expected to have these test s ata
hospital .

Work with GPs and clinicians to support this awareness campaign : Since most

referrals come via GP s and clinicians , working with them may well be the focus
on an awareness campaign. It could illustrate the benefits of this location using
patient insight from this report and other sources

Parking: Since a majority drive here, considerations around parking capacity and,
particularly when appointments are short , the ability to pay for half - hours rather
than hours and clarity stating that blue badge holders can park for free.

Clarity around appointments : Some patients did not have all the information
they need ed for the appointment, ask each patient during the consultation
whether they have all the information they need.

Signage: A full review of the signage to make it clear where the  specific services
are. Does the term Community Diagnostic Centre add to the clarity of signage?

New Addington

Better communication of what is being planned : There is a communications gap
between what is being planned and the e xpectations of residents, particularly on
range of services within a CDC.  Most residents are unsure of what is happening

with the wider development CL R = :
as a result. Better promotion is needed including events, opening tours, leafleting
and working with GPs and community groups and attending events.

Widen the offer inthe CDC :Blood test and X-rays for children with staff in place.
Ensure those with physical and psychological issues can access scanning , MR.

Consider opening a walk-in minor injuries unit: Many residents are using a
service in Beckenham which is out of borough. It is suggested that this would
help reduce the number of ambulance calls and long trips to Croydon University

Develop other services that link to CDC services such as pharmacy that is open
at some time between 1pm on Saturday and Monday am

Further enhance primary care support services such as diabetes support, social
prescribing, earlier diagnosis and public health services such as alcohol , drug
and sexual health services.

Listen to New Addington residents: There is a real sense that they have been
asked before and nothing has changed. Show how this feedback is going to
make a differenc e.
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Background

A new Community Diagnostic Centre (CDC) is scheduled to open in New
Addington in 2025. The centre will follow on from the successful launch of the

CDC in Purley in 2024 and is part of a £14 million expansion of local community
services. See more details here:  https://www.healthwatchcroydon.co.uk/advice -

and -information/2025 -03-05/new -addington -community -diagnostic -centre -
details - due - open - summer

In January 2025, Croydon Health Services NHS Trust commissioned Healthwatch
Croydon to:

1‘[ L ) ] ) ﬂ
N n 3 + N o + ’ .- N .- N ' J

J

1 Consider the needs of users attending the New Addington site

1 Identify opportunities to adapt how the service is delivered in New
Addington

1 Ensure the New Addington CDC is welcoming and user centred

Healthwatch Croydon visited Purley CDC in February 2025 to gather 120
observations and insights and engaged with CDC users to understand their
experiences. They also conducted a focus group with 10 New Addington residents
and also ran a short survey (40 re  spondents) based on similar questions to
receive further insight of local 7' views toWards the new centre. These
took place in March 2025

The sample demographics for all surveys and focus groups are shown in the
Appendix.

Limitations

1 Responses to the Purley CDC survey were only from our face -to-face
interviews. No responses were received via the posters, and the survey was
unable to be shared via text which would have expanded responses.

1 There was one focus group of New Addington residents taken a t one time.
However, a follow up survey of similar questions allowed for more
responses from 40 residents over a week in March 2025 which widened the
reach.

Many thanks

We would like to thank Oktawia Pawlowska and Mugadas Ahmed, student
volunteers working on placement from Croydon University Centre who
conducted many of the Purley CDC surveys.
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Purley CDC Insight

1.1. What service were you referred to the Purley Community

Diagnostic Centre (CDC) for?

Ambulatory blood pressure
(24-hour monitoring)

Ambulatory Ecocardiogram (24-
hour monitoring)

CT scan

DEXA scan (bone density)

Echocardiogram

Gynaecology

Lung Function testing - Short...

Lung Function testing -
Suspected Asthma

Lung Function testing -
Suspected COPD

Lung Function testing -
Suspected Sleep Apnoea

Ultrasound

Xray

Prefer not to say

Other (please provide details)

Community Diagnostic Centres in Croydon

3% (3)

6% (7)

13% (16)

4% (5)

6% (7)

3% (4)

2% (2)

R
o~
—
)
—

1% (1)

0% (0)

1% (13)

18% (22)

0% (0)

20% 40% 60%
Percent

80%

b patient experience and resident views

100%
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X Many respondents ca me from the scanning departments which totalled 4 6%
of responses: X-ray (18%),CT scanning (13%), ultrasound (11 %) and DE XA (4%).

X Other respondents accounted for 32% of which over half were blood services
(15%), retinal eye services (5%) and 12% for other services such as asthma,
trauma and orthopaedics ,rheumatology, pre -surgery, post -surgery check -up,
podiatry, general surgery

X Echocardiogram accounted for 12% , split equally between ambulatory and
standard services (6% each) .

X There were relatively few responses for gynaecology (3%), and lung services
5% across all services)

Community Diagnostic Centres in Croydon b patient experience and resident views - June 2025 - 10



1.2. Before your referral, were you aware that you could have this
type of diagnostic test at the Community Diagnostic Centre
rather than at a hospital?

Prefer not to say - 0% (O)

Notsure -2% (2) —

No -48% (57) — Yes - 50% (61)

®Yes O No @ Notsure @ Prefer notto say

X Nearly half of respondents were not previously aware that they could have
this type of test at the CDC rather than at the hospital.

X This suggests that better communication is needed at the time patient s are
being referred.

Community Diagnostic Centres in Croydon b patient experience and resident views - June 2025 - 11



1.3. How was your appointment at the Purley CDC arranged?

It was agreed in advance based
on a previous appointment or
referral.

28% (34)

It was offered after | contacted
the centre based on my
symptoms and circumstances.

5% (6)

It was offered after | had spoken

to my GP. 9tk (58

Prefer not to say 1% (1)

Other (please specify): 9% (11)

0% 20% 40% 60% 80% 100%
Percent

X Most w ere offered after they had spoken to their GP , showing the importance
of their role in communicating options.

X Over a quarter had an appointment agreed in advance based on a previous
appointment

Other responses

N
‘ = ‘ ’ ’ I |
N
~ = T J o+ M - o a - 3 1 -+ [N
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6 .
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& xB
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1.4. Have you ever been referred for a diagnostic test, such as an
X-ray or scan, or a check on your heart or lung function in
Croydon before?

Prefer not to say - 1% (1)

No -28% (33)

Y

Yes - 71% (86)

® Yes ® No @ Prefer notto say

X Most have received a diagnostic service in Croydon, but over a quarter of
respondents (28%) had not.
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1.5. Where did you have this test?

Purley Community Diagnostic
Centre / Purley War Memorial
Hospital

36% (31)

Croydon University Hospital 44% (38)

My GP practice 7% (6)

Another NHS hospital [please

provide details] )

Prefer notto say 0% (0)

Other (please specify): 13% (11)

0% 20% 40% 60% 80% 100%
Percent

X Just over a third had used Purley before; nearly half (44%) had used Croydon
University Hospital. Smaller numbers had used their GP

X Other responses were both for Croydon University Hospital and Purley, or just
Croydon University Hospital/Mayday. Three mentioned Wallingto n, St George 8
Hospital and East Surrey Hospital .
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1.6. Who were you referred to the Purley CDC by ?

4% (5) \
2% (2) ——

27% (32) ~_

s 67% (81)
@ My GP @ Doctor/Clinician from my local hospital
@ Prefer not to say @ Other (please specify):

X Most had been referred by their GP, but over a quarter from their doctor or
clinician from the local hospital.

Other responses

GSpecialist from this hospital > B
@Physio at Old Coulsdon B
@Physio* B

GMidwife unit referred A ° Fdmilyk@ember * B
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1.7. When you were referred, did your doctor/clinician talk to you
about the different locations you could have this diagnostic
test and the various waiting times?

Prefer not to say - 2% (2)

_— Yes -39% (47)

e

No - 59% (71)

X Most doctors and clinicians did not talk to patients about the different
locations that patients could have this dia gnostic test, suggesting a need for
better communication
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1.8 How long did you have to wait to get an appointment?

| was offered an appointment

0,
within one week of referral 38% (49)

| was offered 1-2 weeks after my

0,
referral % 1)

| was offered 2-4 weeks after my

0,
referral 22% (26)

| was offered 4-6 weeks after my

0,
referral 6% (7)

| was offered more than 6 weeks

0,
after my referral 13% (16)

Prefer not to say I 4% (5)

0% 20% 40% 60% 80% 100%
Percent

X Over a third were seen within a week of referral , with 18% seen within 1-2 weeks
and 22% within 2-4 weeks .

X Nearly a fifth had to wait four weeks or more.
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19. Would you have expected to have this test in a main hospital,
for example, Croydon University Hospital?

3% (3)

42% (50) ———

T 55% (67)

® Yes @ No @ Prefer not to say

X Just over half would have expec ted to have this test at a main hospital
suggesting the need to communicate community services more.
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110.Were you aware that you could have received this test in
another location other than a main hospital?

2% (2)

38% (46) ———

T~ 60% (72)

@® Yes @ No @ Prefer notto say

X Most respondents were aware that they could have received this test
somewhere else.

X However, 38% were not awa re that this could happen outside the main
hospital.
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1111f you had a choice of location b what was the main reasons for
choosing Purley CDC?

Closer to my home 62% (74)
More convenient transport links 35% (42)
Shorter waiting times 29% (35)
Positive previous experience 31% (37)
Prefer not say 1% (1)
Other (please specify): - 26% (31)
0% 20% 40% 60% 80% 100%
Percent

X Most chose Purley CDC because it was closer to their home . Many also cited

more convenient transport links , positive previous experience s and shorter

waiting times
X There were a mixed range of comments under Other with some giving other

reasons to why they prefer Purley , some preferring Croydon University Hospital
and some are not sure why they were sent to Purley.

Other comments included
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GAlso, | can have blood test here today * B
@Smaller clinic * B

GSmaller units not daunting, everything is within an easy reach and well
signposted. B

&Closer to work * B

a stay quite far away but it's fine. It is still within Croydon * B
6GYou're not supposed to drive after this scan so | can walk home at this
location * B

dt's better as it is quiet here and not many people, so just feel more good
it's just very busy at Mayday * B

prefer university hospital * B

d did not choose here would have probably gone Mayday closer * B
6rhey have equipment, and | know where the hospitalis * B

@Mayday is bigger and more confusing B

@ like the man who does the scan  * B

at's difficult to find my way around mayday hospital * B

d.ess busy * B

6CDC is further away * B
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@Prefer main university hospital because it's closer to where I live * B

GActually, further away, less convenient, unsure why referred here, perhaps
it's where the person needed is located * B

@~urther away * B

A@No knowledge of this, family member booked it. B

@But we prefer Mayday because there's more appointments * B
G\No wards here at CDC * B

GEasier parking .B

GNot easy * B
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112.How easy was it to travel to the Purley CDC?

1% (1)

OD/VW

5% (6)

—— 45% (54)

49% (59) —

@® Veryeasy @ Easy @ Noteasy @ Noteasyatall ( Prefer notto say

X 94% found it very easy or easy to travel to Purley C DC, with 46% finding it very
easy .
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1.13How did you travel to Purley CDC

Walking . 1% (13)

Cycling | 0% (0)

Train 5% (6)

Prefer not to say 1% (1)

0% 20% 40% 60% 80% 100%
Percent

X Most (55%) drove but over a third (34%) came by bus.
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114 If you used the car, were there parking spaces available for you
on site?

®vYes ©® No

X Most who drove could find parking spaces on site, but 40% could not.
Yes
6_ Ll J ‘ o E + o ’ ‘ , ‘ . -IB - ‘ ’ K s k o =
6_ . . *B
6 ) ’ E o ‘ 1 —x oB - J ‘ ‘

1 ~ 4 3y 1 = - 1
6 o o J + 5 + - o 5 - T + -
6 ” ‘ - J ‘- ¢ 4 ‘-I J+ - E o E 4 o 3 ‘ o * B
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@One or two spaces available * B
dt wa s quite busy * B

@Have to pay, was easy to park today but sometimes it is not easy. Ringo is
available in the car park next door but unsure how to use that yet * B

@Blue badge holders * B

6 ‘o S ’ B * B

6 ‘ ' b L * B

6. o, toful T T
ONaited 2 minutes for someone to free slot * B

ANO. PARKED IN CAR PARK BEHIND PUB

6lhere are but it is expensive . Park off site because it is cheaper * B
af1’ 7 ' I'dhave goneto Tesco* B

6lhere are spaces, butitis expensive. B

GA couple parking spacesonsite  * B

@ne parking spot was left and the client managed to get it * B
@Only had to wait 5 minutes, which he stated was fine * B

@ut having to wait for parking for about 10 minutes and today was a good
day, normally a bit more of a struggle to find parking. B

@Managed to get a spot outside the facility * B

@Had to pay despite being a blue badge holder * B
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d had to wait for a car to pull out B
@Just dropped off by spouse * B
@-riend dropped service user off * B

6rhere were spaces usually me but sometimes there is a wait, and cost of
parking is expensive - £3 minimum and sometimes only in the CDC for 20
mins * B

No
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67", . Lt .. "B

6" , . limited on_ site but plenty of parking nearby in Purley high
A , . . %8
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115In advance of your appointment, were you provided with
information about what to expect during your test/scan?

1% (1) \

38% (46)

\

61% (73)
® Yes @ No @ Prefer not to say
X Over 60% were provided with information
X Many felt they had the information they need, and it was clear, usually by

letter, leaflet or consultation with staff

X Some did not have enough information, expecting surgery when it did not
happen, but many who come here routinely for tests did not expect to get
information.

Yes

a'm very happy with the service here they are very polite, don't have to
stay here longer than |haveto * B

ad have had experience before with the test * B

dnformation related to the procedure B
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dt was in an email, text messages it was quite comprehensive

6rhe letter was very informative, how to prepare and what to expect from

the appointment. B

d got a letter about procedure, how long to wait, what to expect, fasting

details, dress comfortably. B

QAll the information, knew  what to expect. B

GSent letter which included instructions surrounding the ultrasound 6

d had a letter of what would happen on the day. | received a reminder via

text. Staff attitude was  great, and they were very friendly .| was able to
contact reception informing them | would be late, and | was gi ven 10min
grace. B

d received a letter and also it's a drop -in session * B

@/Nas aware of the procedure. Does not remember the advice GPgave * B

@A thorough des cription * B
@Gave information related to the form of scan* B
@/NVhen they sent me the letter it told me about the CT scan.

dt came with the letter. Tells you to drink and not eat, it's quite
comprehensive * B

Q_etter* B

@Explained the procedure of the appointment. Not a thorough
explanation * B

ONas given a letter * B
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dtsa, . °, ., , "B

dt's a standard X-ray so you know what to expect 6

@By letter * B

@asic brief description of what to expect * B

@idn't give information directly but gave information via letter * B
an post * B

6l he letter gave information based on clothing and procedures * B
6They gave me a letter detailed the Information * B

Getter™ B

olext message * B

6Given a letter but cannot remember what the letter said * B

6Yeah, when my daughter had an ultrasound, she did. B

6l hey briefly told me what to expect and gave me printed materials * B
at's all on the letter | have got * B

@Gave me time slot and that about it * B

6rhe X ray technician * B

A_etter explained the procedure  * B

6Ihe procedure was given on a letter * B

6Trhey have sent me a letter with information * B
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@exa scan yes, by letter * B

@\urse phones her or she gets a letter * B

g-rom a GP, verbal description * B

@Go gave verbal description * B

A_etter in post and leaflets * B

GNot sure * B

Ad_eaflet provided * B

dnformation about how it will be a routine checkup for her and her baby

@Came via letter. Explained the procedure and there was a reminder via
text™ B

A_etter in post * B
GSister explained all the tests to him. B

oVia leaflet with an enclosed letter * B

oYes, | got a letter and an information pack of what to expect * B
dnformation leaflet was emailed to the service user * B
OBverbal explanation at the meeting but not prior * B

an the post * B
0Gave client aletter * B

6rhe information was about what to expect * B
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at was in the letter * B

GA was given a letter and instructions on what to expect on the day * B
6lhe consultant gave the procedure * B

@iscussed with GP * B

@r explained this * B

@r explained this thoroughly to patient beforehand * B

G.etter™ B

@r has discussed this  previously, so they are aware * B

No

@Not about Purley but yes about the X-ray™ B

knew they were going to do a check -up™ B

@\ot really they said | will hear from the GP* B

@Not really * B

@Had it done before so didn't have any concerns * B

a don't know if I'm honest | know that | must have got a letter, but | don't
know now * B

@ am here routinely * B
dt's a blood test pretty obvious  * B

@Justan X-ray* B
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@But | knew what to expect as | have had it done before * B
@Maybe they will when | have my X-ray* B

6lhere's not much to explain > B

AGNot really * B

@General information about ultrasound but no specifics * B
@Just date and time ™ B

just got a letter giving me an appointment. | thought the surgery would
be today so | called this morning to ask if | had to prepare for the surgery
but they said there was no surgery today so that was weird. B

@Nell as it is a follow up appointment, they guess that | know what | am
coming for * B

@Only said the method of scan  * B

6 o one explained * B

d've been here * B

come here every so often | am familiar * B

6They just send me appointment letter date but no explanation just that it
is diagnostic * B

@Just fitted with monitor and given no information * B
dt's a blood test * B
GAlready knew what to expect * B

@Have had a previous DEXA scan, so not unfamiliar with the process * B

Community Diagnostic Centres in Croydon b patient experience and resident views - June 2025 - 35



@Nothing, | was just given the location. B
£ - 2
&Knew that they would have the test but was not aware of the procedure
6" .. 4, . .B... . .

@Given time and location * B

6The appointment was arranged rapidly and no one gave me details other
than its chest related diagnostic * B

6The hospital sent me letter and instructions on what to expect on the
day * B

a got here, and | was informed what to expect * B
@\o letter was given but | have done it before so knew what to expect X
6 hey knew what to expect already * B

@Blood test * B
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1.16.Did you need translated materials or interpretations services
as part of your appointment?

0% (0) W 3% (3)

97% (117) /

® Yes @ No @ Prefer not to say

1 Very few needed translated materials or interpretation services.
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117Were you offered translated materials or interpretation
services?

0% (0) \

33% (1)

g

67% (2)

@® Yes @ No @ Prefer not to say

Of those who needed it, two out of three were offered services.
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118 How useful were the translation or interpretation services?

0.00% (0)

0.00% (0)
0.00% (0)
0.00% (0)
100.00% (2)

® Verygood @ Good @ NotGood @ NotGood atall Prefer not to say
X Both of those who used them found them very good.
Comments:
6 ~ o ) - ’ [ -— -— ’ 5 m (4 ‘
6_ H t ‘ ’ ¢ ‘
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119Were you greeted on arrival?

2% (2)

19% (23) \

N

@® Yes @ No @O Prefernotto say

79% (95)

X Nearly 4 in 5 were greeted on arrival.
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120 How long did you have to wait for your appointment?

| was seen at the appointment

- . 34% (41)
time | was given

| had to wait up to 15 minutes
after the given appointment
time to be seen

29% (35)

| had to wait up to 30 minutes

after the given appointment 6% (7)
time to be seen
| had to wait over 30 minutes
after the given appointment 3% (3)
time to be seen

Prefer notto say | 0% (0)

Other (please specify): 28% (34)

0% 20% 40% 60% 80% 100%
Percent

X Over a third were seen at the time given, with just under 30% waiting 15
minutes
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Other

ad am early, but normally don't wait that long, they tell you not to be too
early too, so they give you a lot of information * B

@octors didn't refer me fully > B

GSeen early because | arrived early * B

GArrived early * B

GActually, was called to see if | would like to be seen earlier * B
GAppointment time not yet arrived * B

@VNalk in, time for blood testonly  * B

@GNot sure * B

O@/Nait for about 5 minutes * B

@rop - in appointment * B

a arrived early and was called in about 20 mins early * B
GArrived early * B

GStill waiting * B

ad was early but still haven't been seen * B

A@\ot a specific appointment time * B

610 minutes * B

GArrived early and seen straight away * B
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121 How would you rate the waiting area and facilities at Purley
War Memorial Hospital?

0% (0)

0% (0)

|
1% (/‘
10% (12)

__— 39% (47)

50% (60) —/

@ Very good ® Good @® Mixed @ Not Good
Not Good at all @ Prefer not to say

X 89% rated the waiting area  and facilities as good or very good, with 38%
stating they were very good.
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1.2 What was your experience of using the Purley CDC?

3% (3)

1% ( 1)
6% (7

——— 52% (64)
38% (45) —

@® Very good ® Good @® Mixed @® Not Good
Not Good at all @ Prefer not to say

X Over hal f (52%) said their experience was  very good, with a further  38% rating
thes e as good.

X Only one respondent did not rate the CDC as good.

Very good

6rhe staff are very welcoming and helping, particularly the reception and
temp is always nice and warm * B

@Quite happy with everything as it is * B
ol he staff have been very helpful > B
6very helpful and friendly staff particularly the reception lady * B

ol he staff were very helpful and nice. Staff were lovely * B
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@\ever had to wait very long, everyone is very friendly, smells nice * B

overy friendly team, very approachable, providing excellent quality of
care. B
@Been here a few times, very clean and inviting, staff friendly and low

waiting times  * B

BNelcoming, seen quickly * B

6very happy with the lady who did my scan * B

O6very quick, convenient * B

6._ ., .  andfriendly staff * B

@_ocation is within reach. They were easytoreach * B

GStaff attireisgrea . * B

6 " good‘cystomer service very attentive, great lady at the

exam * B

ad went into the other reception to ask where to go and they were very kind.
Here they are very nice as well. B

@Promptness and friendliness > B

dt's nice, clean no complaints * B

@Good location and it's smaller, manageable easier to walk around * B
d.ittle confusing because this diagnostic centre is fairly new * B

AG\No wait and easy access * B
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@Came in, it's warm, didn't have to wait and only here a couple of minutes
before taken in. No screaming or shouting, better than Mayday * B

@rast, efficient and do the job, as opposed to having to find the place and
sit there with 30 or 40 other people waiting * B

ol he friendliness of the staff * B
@Much better than going to mayday hospital where it takes longer * B

@Good overall, it's a walking centre | have used today after | spoke to
someone yesterday and it's near to my house * B

@rirst time today * B

6very good you don't have to wait. B

was literally in and out walk  -in centre * B
6Very nice, very clean. Easy tofind * B

6 _ ' * " aréallhere, car parking, GP, emergency services and scans all
here. | like the cleanliness . cleaners very good. B

@Convenience and use of different services - they have all been good * B
at just does what it says on the tin. You come in, get your blood test done.

Overy friendly staff intimate and more space in waiting area * B

GService provider knew whattodo  * B

6Very good and clear directions from the moment we were gre eted™ B
6l he staff are nice and it's quite quiet * B

a do like coming here * B
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6l he services are normally very good * B

GSelf- sufficient and | don't have to wait long * B

6lrhere were no problems. B

6. ... 4, . "', . ' . ishappywithexperiehce ' * B

@Been consistently good * B

OVery efficient for any appointment like orthopaedic , staff is helpful with
directions and everything * B

@irst time so far so good * B

QAll the staff are nice and helpful * B
@Clean, welcoming and fast service * @
dt's lovely here, overall .

@everybody is very professional, nice and helpful. The environment is
clean * B

GExcellent™ B

@/Nell attended to, greeted properly * B
@Great service allaround * B

GQuick timing efficient and polite * B

GAs soon as the client came in, the reception asked if the client needed
help. The staff are friendly, and they gave the client information straight
away * B

@Nice and clean, good service short waiting times * B
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A@No wards, | am a cancer patient so it's important that | don't have the
engagement with possibly I'll patients and my chance of getting an

infection of any sort is reduced. Also, every diagnostic | have had here was
very smooth and quick. The staff are lovely, particularly Jenifer at front
deskinCT* B

dt's comfortable and easy to walk in * B

6t's very nice and the staff are polite * B

@Seems very pleas ant here and running smoothly > B
6rhe staff are, and doctors are very helpful > B

@Short waiting time, plenty of room in waiting room * B
GStaff are really good * B

Griendlyd octor . . _ . 4. """ .
the CDCiseasytogetto * B

Good

"They did not have the right equipment for measuring the curve of your
spine (scoliosis).

@People are friendly b quite* B

@Directed to CUH still go today. B

@Peaceful * B

@Nice and warm, comfort seats and toilet if you need it * B

GEasy to find * B
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@Everything was h assle free * B
@Peaceful quiet * B
dt's convenient and it is close to home * B

@Generally, always had a good experience. Staff are friendly and always
willing to help. Waiting times are good * B

dt's alright.B

6loday | waited long but  overall, it's been good * B

dt's not chaotic * B

@Everything ran smoothly * B

@Shorter waiting times and there are few people waiting here * B
6So far* B

GEasy to get to, clean and warm  * B

atd . * B
At's clean, verylocal * _ ., . _ . * B
GApart from running late which is annoying. | arrived early. B

@Been here several times surroundings are good staff are helpful,
responsive * B

dt's convenient it's always fast, does not feel like a drama * B
@\o previous issues * B

a/er.y ‘ — + AY + k A Y + o x B
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650 far so good * B

@Just peaceful and joyful and you don't feel like you are in hospital * B
@No waiting and friendly staff * B

GEveryone is pleasant, friendly and helpful > B

6 he X-ray department waiting area is far too small and cramped. B ut the
service and staff interaction are very helpful indeed inthe  X-ray
department and for ~ X-ray s | was seen on the day |walked in. very quick
service much better overall than C roydon University Hospital as fewer
patient numbers. B

GStaff knew what was happeni  ng* B
GEasy to get to, smooth experience  * B

@50 far my first time here but it's been good so far, been to main hospital
before it was decent experience * B

GEasy to see where things are and where to go * B

@Clear signs and layout * B

dt's not as busy, not chaotic. Calm  * B

@Just good * B

GStaff attitude was great * B

6rhe staff attended to  me, and | was seen immediately after | arrived . B

@My general experience was good because | was seen on time * B
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6T he staff are nice, treat the client well and explained the procedure to
service user * B

@Everyone was polite * B
GService was prompt * B

d am quite pleased. It is difficult to book an appointment, you can wait 25
mins to an hour * B

Mixed
orend to have not the best outcomes with the consultation * B
6T he experience is pretty fast. It is easy to get to" * B

@Not enough information provided * B

@Because sometimes . gdod very fast, sometimes its late. Then you see
different doctors and they don't give enough time. B

@Receptionist was not helpful with where to go; she could have showed me
where it was. Bit of an attitude too. It's my first time here and she kept
repeating the same thing, wasn't helpful. B

@-inding this place is a joke. Signs are confusing. There is one sign on the
floor saying turn  right, but nothing is there. | actually went to CT and was
told to come here. The sign for the elective centre is with signs for
gynaecology. B

@Just used the blood facility - very simple experience and no complaints

@A little cramped in the waiting area, but it's the quality of services that
matter * B
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Not good

6The sign s are not very good and clear for elderly * B
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123. Do you feel that the location of services at Purley CDC has
helped you maintain or improve your health?

13% (15) \

16% (19) ——0

Ty

71% (86)

® Yes @ No @ Prefer not to say

X Over 70% said that having services at Purley has helped maintain or improve
their health.

X Reasons focused on convenience, easier access ,a more relaxed atmosphere
and shorter waiting times.

X Those who did not think it had helped had more complex long -term
conditions or lived further away from Purley or could not see the link between
location and improvement in health.

Yes
@Fantastic to finally have all this services here in Purley B
OVery easy accesssoyes ' _ .  findit differentatall * B

at's closer to home and very convenient * B

6Very good at scanning and checking everything * B
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@More local * B

d am able to see the healthcare professional whenever | can for

ankylosing spondylitis (autoimmune). More local community care. having
previously gone to Croydo  n University Hospital even  rheumatology is now
in Purley - about three years. Much more convenient to come here. One

appointment here one in in Croydon - sharing appointment. B
GEasy to access, not waiting long for referrals. B
GEasier to get in not complicated to get in * B

GMore relaxed. B
ad don't have to wait long for appointments which is good for my health * B
6very much the service keeps  me on point with my health > B

dt was a check - up. Recommend and referred by the doctor which was
convenient. B

dt's good conscience to our house * B
@Of course, because | don't have to stress going up to CUH * B
at is the first time coming so was not able to give an answer * B

@Had two choices of hospital, Purley War Memorial Hospital and Croydon
University Hospital. B

dt's okay * B
GEasierto getto * B

at's close to my home soyes * B
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GEverything was easy * B

@ecause it's such easy access * B

@Convenient and not the main hospital with A&E services * B
d've got confidence onthem > B

@A lot easier and convenient and time frames, easier to juggle for me as a
carrier formy mom * B

@Have had the scans earlier than scheduled appointment * B
6very handy nearto  where |live* B

@Because of convenience tomyhome * B

6., . .. * B

@Because it's faster to reach  Mayday is furtheraway * B
@More local then CUH * B

@Because of the facilities its local * B

dt has maintained my health. B

@Close to home * B

@Because of the location and convenience * B

@Because it's close to where | live * B

at's very good and | use it for other things * B

dt's convenience to have a clinic that offers GP hospital and CDC
diagnostics so closetomy "' * B
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@irst time coming here in 74 years * B

orhe services are close to where the client lives, and the services are in the
same building * B

af it was in Mayday | would change the appointment * B
6._.... .. .8
A_ess stressful because it is more convenient * B

@Closer to my house * B
dt's easy to getto and local * B

613 going to improve my health as quick access to services, avoid doing
ove rcrowding at CUH. B

&Close to home * B

am being attended towell > B
@Gave good reading on what needed to be done * B
@Close to my home and didn't have to wait long for appointment * B

6rhe services here are verygood * B

dt's easy to see and access the services here * B

@Near my house * B
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@Close proximity * B

@Just good * B

dt's closer to where | live, and | was seen immediately * B
@Close to home * B

@Quicker, test done and the timing was grea . B

ad don't have to travel thatfar. B

GAppointments are  quick, and the staff are efficient. B

6Yes, because it's closer to my home and | have convenient short and
good service * B

@Because it's closer to my home * B

ol reated well. Have had several emergencies and was attended to by the
staff * B

@Good service and fast and my health are better maintained due to the
small and intimate surroundings of waiting area at the CDC * B

oYes, because it's saved metime * B

@Can be contacted by the GP and seen within 2 - 3 weeks of referral * B
@_ess stress, much easier to come here closer to me * B

@etter communication * B

@Pretty much the same as anywhere * B

&Close to home * B
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@Close to home so easy to go to appointments * B

dt's as good as anywhere else. | am 87 years old and have problems
getting up and down the stairs, parking is very good. B

6, A ’ ' _ .appointments and réferrals . * B

o ' Y AN * - * 5

No

d am sick all the time have chronic diseases, arthritis spine problems and
been on steroids past year so there is a lot to handle, but the clinic keeps
watching over my  conditions, so they won't get worse * B

@Had to travel quite far, without my husband | may have got lost! B

would have preferred an earlier slot than 5pm when fasting for six
hours * B

@Previous health conditions * B
@\ot sure yet * B
@oes not make a difference it's a hospital at the end of the day * B

a prefer hospital in Croydon due to my health, there is better facilities for
me and parking * B

@Haven't had a good outcome for a year. Therefore, the client comes every
3 months * B

a\o as it's not closerto home * B
d don't really see how that is relevant * B

6rhe location itself does not determine the improvement or maintenance
of health * B
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a\ot sure how to answer * B

d have a heart murmur, and | have a tablet for that, so | don't see how
much the location is improving * B

@\ot sure because the waiting times are short but then the location is such

a h assle, takes me about 35,45 minutes to drive here * B
6‘ o '3 ‘ no + ﬂ ) K T J ‘ ‘ o N ’ x n-B N : L o - E + ‘ + - (4 ‘ (=]
GCUH is much easier because it's closer to where | | T . *B

5
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123. How could the services provided at Purley CDC be improved?

X Theme X Number
X Parking X 14
X Appointment X 12
X Waiting times X 7
x Facilities X 5
x Staff X 2
X Signage X 1
X None/No need to X 53
improve / Very good

Parking

6._ " . oL e oo o
6. . .. . _  spaces, |thidktheycaouldexpanda bitto
"—'r T - ’ ‘ o J ‘ o_l\ + o XB

6 . ... . -

6 ‘ _ _ , .. *B

6" o .- L - L. 5
- ° o o r - S C o - J‘ ¢
6. ", . - more spaces of which there are facilities. Seven days
parking restrictions and extortionate - £ °*  _ _ . * B

6. .. L e e e
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@Parking * B
ad would say free parking * B

@Have working parking  machines, had to download a parking app which
was quite inconvenient. B

@\othing in addition to parking issues * B

Appointments

6 b —-— + o ‘ ‘ o l i ) A} + o ) o -— ’ - -— < - ..raxther Othan quSt L ‘

f v ) X h — t ‘ - x
L n _— o J o _— + ) _— - _— _— ) T

6_ L AY l - + 1 i o ‘ o K - + r s bl L ’ — o L3

[ S - AY ' ‘ AY o ‘ < AY + x B

6 —_ ‘ ¢ + - . y . N o r N ‘ J J - + o T N + o . ‘ . N ‘ l

accurate, we would be going back and forth between hospital in Croydon

and CDC* B

6 ¢« T = 4 3 t 4 X

a4 N N J ) r (4 o + - N L N + o N 4 - N

the number of patients before you. Being informed about the surveys
being given beforehand .6

61 = = 1 ] 4 6 [] I3
C r o [4 o o T L] T - J
[ 1 1 1 H ’ xB

(I S + C + M [ + o 1 = = o o

6 [ —u ‘ It 1

€ - [3 o + A - J J - + o T + o - - J

6" B B ) * B
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ad don't know. Maybe giving  patient, the choice of wheretogoto. B
af you could blood tests online, booked appointment via phone * B
6l he appointment system does not work at all * B

"Extra staff otherwise the appointment slots get slower. Theses can also

1 1 =

cause longer waiting  times Booking . y .

- + o T AN + o o -

Waiting times

6'1 ‘ [ = « 1 ‘ ‘ ‘
[4 - J + T + 4 N T N + o J 1

the university hospital in Croydon to get for me
@/Naiting times could be shorter. B

@\othing to improve with CDC . All Rheumatology appointments could be in
Purley.B

6l he service I'm getting is not really waiting for a doctor as it's a group of
us so | can say that it's fine * B

6l he length of waiting to be referred for appointments * B

6. . .. .4, . '.. ... ... blood sothewaijt,
was longer. In theory should be priority, but she was asked to get the

coupon to wait with everyone else and is now waiting for over an hour * B

AG\eed to adjust the waiting list and see the people who have severe
problems first. B
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Facilities

6" " . _in the'waiting area as we are in a corridor, might be
6 [ = 1 1 t 1 X

a N N J o - @ o + - - ~ n ~ + o 4 - N

the number of patients before you * B
6 o A Y K + - k + r -_—. T AY ’ ‘ ’ -— 1 o o L A Y s ’ - 5 x\ Bl'! s ’ A Y

dncrease in space for waiting areas * B

@/MNaiting area space * B

Staff/ communication /signage

6, N - J L N ‘ - ] a ’ ’ N T - . N - N n J s ’ o ) ’ o - N
But yet to see doctor. At least a smile would be good - people are coming
with issu, =
6 o o o ' - T T H] + K ‘ ‘ o E - + x B

6 y 1 t = t I U X 6 =
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1.24 Signage observations at Purley CDC

This section presents a series of photographs of signage at Purley CDC which
leads past some scanning services but finally leads to the Gynae cology
department.

This photo journey suggests the need for better signage and a clearer
understanding of what is included within the remit of a CDC. It may be that
appointment letters tell patients were to go , but to visitors following the signs,
particularly for the first time, it is confusing.

War Miemo
Hospital

Community Diagnostic Centre

Keston Medical GP Practice
1st floor

These are clear at the entrance to the site.
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The main entrance has two

signs with different information.

»

E \

INHS]

Croydan Heath Senvices

Purley War
Memorial Hospital

Community Diagnostic Centre
Outpatient reception

| Keston Medical GP Practice
‘I we are on the 1st floor

| & hObbSpharmacy

-
2 v e g

s . R Oy U

|
B riom 3 E | |

The one on the left of the entrance , mentions the CDC but does not specify
where i t is - making the Outpatient reception more prominent

rordon i i
o knmswmm n

PUHEy
War Memorial
Hospital

Community Diagnostic =»
Centre

=)
E Breast Screening |

|
|

Puriey
Hub F |

GP

However, the sign o n the right suggests the CDC is towards the right, leading the
visitor to not enter the main entrance
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Purley
War Memorial
- Hospital

Community Diagnostic Centre

f i T |

' Diagnostic Imaging ‘s-)
Iy (DEXA, X-Ray, Ultrasound)

| I

Following the outside of the building to the entrance of the GP Hub, a new sign
shows both CDC and a new sign for Diagnostic Imaging , While Breast screening
(a new sign) is now shown in the direction that visitors have just come.

A 4

Diagnostic
Imaging
(DEXA, X-Ray, Ultrasound)

CT Scanner

Purley
Elective
Centre

No Vehicles
Beyond
this point

At the end of the front of t he building signs show Diagnostic Imaging including
the CT scanner place together, which as there are no arrows suggests that this is
in this building but makes no mention of the CDC
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ervices EHE

Croydon Health SeTVCEL

& Community Diagnostic
Centre

€ Diagnostic Imaging
(DEXA, X-Ray, Ultrasound)

€ Purley Elective Céntre

Exit -

On the opposite fence is a sign that shows both the CDC as a separate place to
Diagnostic Imaging

Diagnostic Imaging
(DEXA, X-Ray, Ultrasound)
CT Scanner

The next sign suggest that Diagnostic Imaging and CT scanners are together in
this building as there are now arrows.
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" Diagnostic imaging ql
(DEXA, ultrasound, x-ray) |

- e

Walking down to the left, the visitor comes across an entrance that makes
mention of Diagnostic imaging but not CDC. There is no mention of the CT
scanner, bearing in mind it appeared on the previous sign

Diagnostic
Centre

+ By
R

A small sign at the end of the building points to the CDC but does not suggest
which services are there. Another small sign is on the floor pointing to the CDC.
Another sign points to the CT scanner
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By now the visitor has walked to the back of the building where another CDC
points straight ahead . A small sign in the distance references the CT scanner.
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