
The Royal Marsden puts its trust in Philips cordless telephony 

Europe's premier cancer specialist hospital has revolutionised its communications infrastructure with leading-edge systems and DECT cordless telephony from Philips Business Communications.

The Royal Marsden NHS Trust was founded in 1851 as the first hospital in the world dedicated wholly to the study and treatment of cancer. Today this specialist hospital has an unrivalled reputation worldwide for the quality of its patient care, research and medical training and education and, in association with the Institute of Cancer Research, is now the largest cancer centre in Europe and the second largest in the world.

To increase its overall efficiency and ensure it continues to maintain and enhance the quality of care and service for the 30,000 in-patients and 100,000 outpatients that attend the hospital each year, The Royal Marsden has implemented state-of-the-art communications technology and cordless telephony from Philips Business Communications.

Replacing outdated systems to increase efficiency

Improving its communications infrastructure had become an increasingly critical strategic objective for The Royal Marsden. The hospital's existing PABX equipment, installed at its two sites in Chelsea, London and Sutton, Surrey, had reached full capacity, and with limited call traffic reporting capability was preventing the hospital from analysing and managing its communications activity and costs as effectively as it wished.

Following an exhaustive tendering and supplier evaluation process the hospital decided to upgrade its entire communications infrastructure with advanced communications and management solutions and digitally enhanced cordless telephony (DECT) from Philips Business Communications.

Gary Burkill, Deputy Director of Facilities at The Royal Marsden, explained, "Philips Business Communications is an innovator in DECT technology, and crucially could take us to existing customer sites where cordless telephony was being practically applied to increase efficiency and enhance patient care. That gave us the confidence that this was the way forward for us."

Cutting costs with centralised communications 

To streamline its communications infrastructure and reduce overall running costs The Royal Marsden has now replaced two existing PABXs at its two sites with a single centralised Philips SOPHO iS3090 Application Server at Sutton capable of handling up to 10,000 extensions. Calls to both sites are managed through six user-friendly, PC-based Supervisor 60e Operator Terminals located at Sutton, with a further two installed at Chelsea to provide immediate disaster recovery back-up support should the Sutton system unexpectedly become unavailable. 

The hospital has introduced direct dialling (DDI) with voicemail for all its 1,800 telephone extensions, enabling it to remove expensive direct exchange lines as well as relieving the call load to the main switchboard. A Philips SM410 Windows-based system management solution now also provides the hospital with detailed and accurate call information reports to enable it to analyse calling patterns and identify where further efficiencies can be made through effective usage of its new communications capability. 
Contacting staff on the move with DECT technology

The introduction of cordless DECT handsets to selected staff has now revolutionised the day-to-day running of The Royal Marsden. Previously equipped with pagers and two-way radios, which, unlike DECT technology, can interfere with medical equipment, 500 clinical and ancillary staff have been provided with Philips DECT iSMobile cordless handsets that provide all the functionality of the main system, including DDI and voicemail. Over 100 DECT base stations at Chelsea and just under 100 at Sutton provide reliable, 100% coverage on both sites and are networked together so that staff are allocated one extension and one handset that is operational at either location. 

Mr Burkill said, "The complete solution that Philips Business Communications has provided has dramatically improved the reliability of our communications at The Royal Marsden and is enhancing the overall efficiency of the hospital. Having cordless capability and DDI reduces the need for costly call-backs, but more importantly it enables us to provide greater service to our patients and their families. When we need to get hold of our medical staff fast we can reach them immediately wherever they are."

Ultimately The Royal Marsden expects to equip a third of its staff, from senior house doctors, nurses, radiologists and pharmacists to non-medical staff such as porters, with DECT handsets. As it increases the numbers of cordless handsets allocated the hospital is installing the latest paging system from Philips as an interim enhancement to its existing system, whilst it works towards replacing paging altogether with the Philips DECT solution. 

Mr Burkill concluded, "We have had excellent advice and support from Philips Business Communications from the evaluation phase throughout the entire implementation, and to this day they remain ever responsive to our needs. As such we will continue to look to them to provide the robust and flexible communications technology that we need to ensure that The Royal Marsden maintains and enhances its reputation for providing the very best in patient care."
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