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INntRoduCtlon

ThelScottishlHealth!CouncillwaslestablishedlinlAprill2005ltolensurelthatlthel
viewsloflpatients,[carerslandithelpubliclarelproperlyitakenlintolaccountlbyithel
NHS.[Inlorderltolmonitoriwhetherlthislinvolvementlresultslinlbetterlandlmorel
responsivelservicesiforlpatients,lallINHSIBoardsliniScotlandl(includingiSpeciall
HealthIBoards)larelrequireditolcompletelanlannuallPatientlFocuslandIPublicl
Involvementlself-assessmentiframework.[l

Thislselflassessmentidetailslhow!Boardslhavelinvolvedpatientslinitheirlown!
carelandlhow(theylhavelidentifedlandlrespondeditolthelneedsloflindividuall
patientslandlcarers,solthatiwhateveritheirineedsimaylbe,lsuchlas,religious,!
dietaryloricommunication,’serviceslarelpatient’focused,forlexample,providing!
patientlinformationlinllargelprint.1Boardslarelalsolrequireditolcommunicatel
continuouslylwithlpatientslandithelpublicisolthatlpeoplelarelinformediand!
understandihowithelNHSIworks.IThelBoardimustlalsolshowlhowlitiworkslinl
partnershiplwithlpatientsiandllocallcommunitiesiwhenlplanninglandldeveloping!
services,forlexample,ldesigninglalnewlappointmentlsystem.

the information provided by Boards in their self assessment is collected under
fve key headings:

A)l Involvinglpatients,icarersiandithelpublicl

B)I  Supportinglstaff

C)II  MonitoringlPatientlFocuslandlPubliclinvolvement

d)I  DevelopinglPatientlFocuslandIPubliclinvolvement

e)ll Relatedistrategies,iforlexample,icarerslandivolunteeringlpolicies

ThislinformationlislsubmittedltolthelScottishIHealthICouncillsolthatiwelcanl
assesslhowiwelllBoardslhavelinvolvedlpatientslandithelpublic.lInlorderitolhelpl
uslchecklthelinformationlprovidedibyBoards,llocallstafflandILocallAdvisoryl
Councillmembersihavelaskedlpatients,icarerslandllocallcommunitiesiabout!
theirlexperienceslandlhowltheylwerelinvolved.[Thislreportlislourlassessmentlof]
NHSILothianlbasedlonlthelinformationlprovidedlbyINHSILothianl(includinglits!
staff),Ipatientslandlthelpublic.[l
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IncludedlinithislreportlarelsuggestionslonlhowithelBoardlcaniworkimorel
effectivelylwithlpatients,Icarerslandicommunitiesisolthatllocallpeoplelcaniseel
year-on-yearlimprovementslinithelwayltheirlBoardlworksiwithithem.

Thislreportldoesnotlincludelinformationlonlanyisignifcantiservicelchangel
carriedloutlbyINHSILothian.[ThelScottishiHealthICounciliwilllreviewithis[
informationlinlalseparatelreport,lwhichlwilllincludelanlassessmentlofithel
Board’slactivitiesimeasuredlagainstispecifclstandardsiandiguidancelsetiby!
thelScottishlExecutivelHealthIDepartment./Detailslaboutlreviewslofispecifc!
consultationsi(andicompletedireports)larelavailablelfromthelScottish{Healthl
CouncillLothianlOffce.
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SUmMmARY

ThelselflassessmentisubmittedlbyINHSILothianlfori2005/2006 haslbeenlof!
alhighlstandardlandldemonstratesithelconsiderablelworkiwhichlhaslbeenl
undertakenloverithelpastlyearltolfurtherideveloplkeylaspectslofithelPatient!
FocuslandIPubliclinvolvementlagenda.

NHSILothianlhaslreviewedlitsIframeworkIforiPatient]FocuslandIPublic!
Involvementlandidevelopedlalsubsequentlactionlplanitolbelimplemented!]
andloverseenlbylalPatientlFocusland/PubliclinvolvementManagementiteam.!
Thelreviewlincorporatedlalstakeholderleventlincludinglpatients,lcarersland!
representativesifromlvoluntarylorganisations,llocallauthoritylandINHSIstaff.

Particularlattentionlhaslbeenlimadelinitryingltolelicitithelviews[ofll
‘hard-to-reach’lgroupslinlorderitolimprovelaccessitolserviceslandlimprovel
communication.[Theselincludelprojectsiinvolvinglpeoplelwithllearning!
disabilities,gypsyitravellerslandlyounglpeople.lAlprojectlinvolvinglservicelusers]
withllearningldisabilitieslwaslfounditolbelinclusive,lresponsivelandlappropriate,!
resultinglinlservicelusersifeelinglvaluediandlableltolinfuenceltheldevelopment!
oflalpatientlinformationlleafet.

AlthoughINHSILothianlComplaintslandlPatientlLiaisonlstafflarelableltoloffer]
informationlandladviceltollocallpeoplelonitheINHSIComplaintslprocessliand!
referlpatientsitolindependentladvocacylagencieslandlCitizenslAdvicelBureaux,!
welfoundithatlinformationiwaslnotireadilylavailable,lparticularlyliniprimarylcarel
premises,landlinlmosticases’haditolbelrequested.

Dedicatedpatientlinvolvementistafflhavelbeenlanlintegrallpartlinisupportingl
NHSILothian’s[PatientlFocuslandlPubliclinvolvementlagenda.lOflparticular!
notelisithelextensivelworkldonelbylpatientlinvolvementiworkerslinlsupporting!
otherlstaffitolresponditolpatientifeedbackiobtainedithroughithelGenerall
PracticelAssessmentlQuestionnaire.lAnotherlhighlightlofitheirlworklhaslbeen!
theldevelopmentlofiPubliclPartnershiplForumsliniMidlothian,/WestILothianl
andINorthlandISouthlEdinburgh.[Patientlinvolvementiworkerslhavelensured!
thatlpatientslandlcommunitiesihavelhadthelopportunity'toldeveloplandishape!l
eachlforumifromithelearliestlpossiblelstage.llHowever,IPubliclPartnershipl
Forumslarelonlylnewlylestablishedlandiworkiwilllbelrequireditolensureltheylarel
continuouslyldeveloped,supportediandievaluated.ITherelislalsolworklrequired!
tolestablishithelEastILothianlPubliclPartnershiplForum.
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Considerablelprogresslhaslbeenimadelagainstlallithelkeylprioritiesifori2004/05.
Areaslforidevelopmentlini2006/2007linclude:ImonitoringlandlevaluatinglPatient!
FocuslandIPublicllnvolvementlactivity,lestablishinglthelindependentPatient!
Informationland]AdvicelServicelandlensuringlaccessibilityloflinformationlon!
theIlNHSIComplaintsiprocess,icontinuedisupportlandidevelopmentloflPublicl
PartnershiplForums,ldevelopmentiofialCarerslinformationiStrategyland!
provisionlofisupportitolstaffitolcontributeltolsharedlpracticelinitiatives.
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3.0

3.2

3.3

Context

self Assessment

ThelselflassessmentlfromINHSILothianl[demonstratesiconsiderablelwork!
undertakenlover(thelpastlyearitoldevelopithelPatientlFocuslandiPublic]
Involvementlagenda.INHSILothianlhas[providedlevidencelthroughlinclusion!
oflallargelrangeloflexampleslinlitsiselflassessment,lincludinglsmalllpieceslof!
worklbylfrontllinelstaffithroughitollargelscalelstrategiclprojectsiatiBoardillevel.l
Thelexamplesihavelbeenlaccuratelyldocumentedlandirefectisignifcantldetail
demonstrating‘thelvarietylofiwork’that’haslbeenlcarriedlout.

Board Issues

NHSILothianlcompletedlalconsultationlonl‘ImprovinglCarellnvestingliniChange’l
inllatel2004.1Thislwaslalwide-ranginglconsultationiwhichisetsltheldirection!
forlthelnext!10-15lyears,Icoveringlserviceslacrosslacutelcare,/mentallhealth!
serviceslandlolderlpeople’siservices.[ ThelBoardlagreedithelproposalslin]
Februaryl2005landitheselwerelsubsequentlylagreedibyithelScottishlExecutive.l
ThisImajorlservicelredesignlisinowlinlthelimplementationphaselandlincludes!
ongoinglconsultationlwithlpatients,Icarerslandicommunities.

NHSILothianlislcurrentlylinithelprocesslofiwritingltwolstrategies,'whichimay!
resultlinisignifcantliservicelchange.lTheselincludelthelreviewlofIChildren]
andlYounglPeople’siHealthlandlHealthcarelServices,landithelPrimarylCarel
ModernisationiStrategy.lItlislanticipatedibothistrategiesiwilligoloutitolpublicl
consultationlinithelsummerlofi2006.[Re-provisionlofithelRoyallHospitalforiSickl
ChildreniwilllbelincludedlaslpartlofithelreviewlofiChildrenlandlYounglPeople’s!
Healthland!HealthcarelServices.

2005/2006 Priorities
Thelkeylprioritieslidentifedfori2005/2006lwerelaslifollows:

o Idevelop a plan to ensure that the lessons learned from the Improving
Care, Investing in Change consultation are communicated system wide.

NHSILothianlhaslrespondeditoithelneedltolsharelthellearninglpointsifromithel
2004 ImprovinglCarellnvestingliniChange’lconsultationlbylholdinglreviewlevents!
withithelExecutivelManagementiTeamlofithelBoard.lItlwilllbelimportantitol
ensurelthatlthislprocesslleadsitollearningipointsibeingispreadlacrossithelwholel
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organisation.llitlwilllbeloflinterestltolseelifithesellearninglpointsiarelre fectedlin!
thelBoard’slupcominglconsultations.

o Idevelop an integrated, system-wide approach to involve staff in all
aspects of patient-focused service planning.

NHSILothianlhasldevelopedlalculturalichangelprogramiknownlaslthel‘Lothian]
Way'landlroll-outlofithellearninglprogrammel‘GoodlAttitude’ lwhichlfocuseslon]
customerlservicelandlpatientlexperience,,commencedlinlOctober(2005.

o[ Further development of the Board’s equality and diversity approach to
ensuring patient-focused services.

NHSILothianlreportslextensivelworkiwithlalrangelofl‘hard-to-reach’lgroups!
andlisiwelllonlitslwaytolmeeting'thelrequirementslof‘FairlforlAlll-lthelWider!
Challenge’.INHS[Lothianlhasldevelopedianlawareness-raisinglworkshoplon!
LesbianlGaylBisexuallTransgender:HealthiMatterslasipartloflinductionltrainingl
forinewlstaff.]NHSILothianlshouldlensurelthatitheseltrainingiworkshopslarel
rolledloutltolalllstafflin[2006/2007aslplanned.

o[ develop a patient information strategy.

ThelBoardireportsiconsiderablelworklinitakinglthisistrategyforward.ITherelhas!
beenlcontinuedldevelopmentlofithelSystemiforithelManagementlofiinformationl
inlLothianlandlEdinburghl(SMILE),lwith(thelappointmentloflalprojectimanagerltol
overseelthelwiderlimplementationistagelandithelrelaunchlofithelsteeringigroup.!
InladditionlalPatientlInformation/Grouplhasibeen’establishedlin]WestILothian]
andithelCommunicationsidepartmentlofiINHSILothianlhaslbeenlreviewing!
patientlinformationlleafetslaslpartiofithelCommunications[Strategy.

o lexplore the opportunities for sharing good practice across
the single system.

ThelBoardlreports(thatlitlplansitollaunchlalPatientlFocuslandIPublicl
InvolvementIManagementigroupltoloverseelthelimplementationlofINHSI
Lothian’sIPatient/FocuslandIPubliclinvolvementlactionlplanlasiwelllasisharel
goodlpracticelfromlacrossithelorganisation.
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4.[]

4.2

4.3

VeRIFICAtlon methods

national standards and templates

InlorderitolensurelnationaliconsistencylandlalrobustiprocessiacrossiallINHSI
Boards,nationallverifcationitemplateslhavelbeenldevelopedfrom thelNationall
StandardslforiCommunitylEngagement.IThelstandardsiwerelendorsedlbylthel
Scottish!HealthICouncillinlJunel2005.

methods

A range of methods have been used to assess and verify nhs Lothian’s Patient

Focus and Public Involvement self assessment. these included:

o reviewlofldocumentarylmaterials,lsuchlaslpatientlandstafflinformationl
leafets, publications,! evaluation! forms! and] websites! (forl web-based!
information)

o face-to-facelanditelephonelinterviews

o[ observinglpublicimeetingslandldemonstrationsiandvisiting/NHSILothianT
[ premises

o focusigroups.

stakeholders and Participants

A wide range of people and organisations contributed to the verifcation process.

these included:

o NHSIstaff

o patientslandicarers

o representativesifromicommunitylandivoluntarylorganisations,lincludingl
Peoplellstland!ContactlalFamily.
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5.0

oVeRALL Assessment

NHSILothianlhaslevidencedlalwidelrangelofiPatientlFocuslandIPublicl
Involvementiworklbeinglcarriedloutlacrossithelorganisation.[Thislhaslinvolveda’
widelvarietylofipatients,icarers,lcommunitieslandlpartnerlorganisationslasiwelll
asINHSIstaff.INHSILothianlhasImadeleverylattemptitolencouragelparticipationl
atleveryllevellinlorderitolmeetlitsistatutorylandiPatientlFocuslandIPublic!
Involvementiresponsibilities.

Involving Patients, Carers and the Public

NHSILothianlislableltolevidencelclearloutcomesloflinvolvinglpatients,[carers]
andithelpubliclinlprovidinglpatient-centredicarelanditreatmenti(forlexample,ithel
PulselCentrelReferrallSchemelandithelcarers’involvementlproject).[Aslalresultl
oflthelcarers’lproject,ichangesihavelbeenimadeltolserviceslincludinglpatient!
involvementlinldecisionimakinglandlimprovedicommunicationiwith’relatives.!
Worklhaslbeenlundertakenltolprovidelsupportitolpatients,icarerslandimembers!
oflthelpubliclinlorderltolimprovelthelqualitylandlextentloflPatientlFocusiand!
Publiclinvolvementlactivities,lincludinglinitiativesisuchlas/Cancer]VOICESland!
HeartyVOICES,lwhichlhavelbeenldelivered tolprovideltraininglandlsupportitol
individuals,lenablingithemltolfullylparticipatelandlfeellcomfortablelcontributing!l
tolthelgroups.[

NHSILothianlshouldlbelcommendediforithelsignifcantlworklonlinvolving!
individualsifromleachlofithelequalitylstrandslinithelplanninglofiservices,l
inlparticularlworklwithlgypsyltravelleriwomen.INHSILothianlhaslreported!
examplesiwhereltheylhavelaskedllocallcommunitieslhowltheylwishedItolbel
involved,[forlexamplelinithelBoard’slpre-consultationiworkloniChildrenland!
YounglPeople’'siHealthland/HealthcarelStrategy,landitheldevelopmentioflPublicl
PartnershiplForums.

ThelSoutheast!ScotlandiCancerINetworkishouldlalsolbelcommendedifor!
completinglalreviewloflpatientlinvolvementlopportunitiesiwhichiwilllalsolhelpltol
ensurelfurtherldevelopmentlofithelpubliclinvolvementlagenda.!

NHSILothianlreportsla’widespreadlapproachitolobtaininglfeedbackIfromipeoplel
wholuselhealthlservices,forlexample,lthroughlpatientisurveys,iworkshops,!
focusigroupsiandla’stakeholderlevent.[Thelpatient'surveyslhelpltolidentifyithel
prioritiesiforlpatientslandlprovidelrobustlinformationlaboutlpatientlexperience.!
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5.2

5.3

‘Patient!Dynamic’lsurveyslarelofiparticularinotelas(thelissueslcoveredlinithel
guestionnaireslareldeterminedibylpatientsithemselves.

supporting staff

NHSILothianlreportsithatistafflhavelbeenlinvolvedlinitheldesigningland!
planningloflalrangelofiserviceslsuchlasichildrenlandlyounglpeople’sihealthland!
healthcarelserviceslandreviewloflunscheduledlcare. Stafflhavelbeenlinvolved!
throughiworkshops,lquestionnairesiandiface-to-facelinterviews.Il

NHSILothianlhasldevelopedialculturallchangelprogrammelknownlasithel
‘Lothian]Way’.lItslprecursor,lthel‘Good Attitude’llearninglprogramme,[
emphasisesicustomeriservicelandlpatientlexperience.[Thelroll-outloflthis!
programmelbeganlinlOctoberi2005.1Alrobustlevaluationlofithelprogrammel
islrequireditolensurelthatlimprovedipatientisatisfactionlandlexperiencelofl
healthcarelinINHSILothianlisIrealised.

NHSILothianlreportsithatlitiemploysidedicatedlandlleadlstaffiforiPatientlFocusl
andlPublicllnvolvement,lincludinglpatientlinvolvementiworkerslinleachlofithel
fvelCommunitylHealthlPartnerships.Itlisithelroleloflappointedlstaffitolensurel
thatlotherlstafflacrossithelorganisationlarelencouragediandisupportedlin!
involvinglpatients,carersiandlthelpubliclinlalllaspectsiofiplanning,idelivery,l
evaluationlandldevelopmentloflhealthlservices.IThelproposedidevelopmentlioflal
PatientlFocuslandIPubliclinvolvementiManagementiGrouplshouldlensurelbetter]
communicationlacrosslalsinglelsystemlandlimprovedimeanslofinetworkingiwith!
stafflinvolvedlinlsimilariwork.

monitoring Patient Focus and Public Involvement

NHSILothianIranlalworkshoplinlJunel2005itolreviewlthelBoard’sIPatient!
FocuslandIPublicllnvolvementiframeworklandiset/futurelperformanceltargets.l
Patientslandlcarers,voluntarylorganisations,llocallauthoritylstafflandINHSIstaff!
participatedlinithelevent.lEvaluationloflitslimplementationlinithelnextl2-3lyears!
willlevidencelthelimpactiofithelevent. Thislapproachlcouldbelusedleffectively!
inlotherINHSIBoardlareas(tolinvolvelthelpubliclandlkeylstakeholderslinlPatientl
FocuslandIPubliclinvolvementlatlalstrategicllevel.

PatientlinvolvementiworkersimeetiregularlylwithlthelDesignatedDirectorl
forlPatientlFocusliandiPubliclinvolvementlandlProjectiIManageriforiPatient]
FocuslandIPublicllnvolvementitolshareltheirlexperiencesland providelsupport.!
AlmanagementigrouplforlPatientlFocuslandIPublicllnvolvement,/whichiwill
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5.4

9.5

bringltogetherlstafflacrossithelorganisationiwithlalleadlrolelforlPatientlFocus!
andlPubliclinvolvementlandlpatientirepresentation,iwilllbellaunchedlin(2006.0
ThelScottish!Health!Councillwouldlwelcomelanlevaluationlofithislprocess(tol
determinelitsleffectiveness,lforlexample,linloverseeingithelimplementationlof!
thelPatient!FocuslandIPubliclinvolvementlactionlplan.

ThelPatientlandIPubliclPartnershipINetworkImonitorslitslactivitieslby!
encouragingldebatelwithllaylmembersiwithinlthelwiderlPatientlandlPublic]
PartnershipiNetworkigroup.IMembersigivelpresentationsitoithelwiderigrouplon!
thelprojectithatlarelinvolvediwithlandithelgrouplengagelinidebateloniwhether!
prioritieslarelbeinglactedlonleffectively.

developing Patient Focus and Public Involvement

NHSILothianhighlightsthelappointmentlofiPatientlFocusiand!Publicl
InvolvementIstaffitolensurelcontinuitylinithislarea,lincludingithelProject!
ManageriforlPatientlFocuslandlPubliclinvolvement,patientlinvolvementiworkersl
andlthelHeadlofithelPatientland]PubliclPartnership/Network.'Theselstaff
membershavelalresponsibilitylforiprovidingladviceland!supportlacrossINHSI
LothianitolfurtherldeveloplithelPatientlFocuslandIPubliclinvolvementlagenda.

ThelnursingldepartmentlofiWestlLothianlHealthcarelDivisionlhaslbeenlinvolved!
inlidentifyinglpubliclinvolvementlactivity,lwhichlhaslinformedlaldatabaselof!
activitylandlenabledlgoodipracticeltolbelshared.!

NHSILothianlhaslusedlitsistaffinewspaper,‘Connections’,[laslalmeans]tol
promotelPatientlFocuslandlPubliclinvolvement.

Related strategies

NHSILothianlhaslundertakenlpartnershipiworkinglwithivoluntarylorganisations!
throughlthelEdinburghlCompactlandiCommunitylHealthlPartnerships.[Thel
BoardlhaslalsolprovidedIfnanciallsupportitolvoluntarylorganisations.IThel
Carer’slinformationistrategylisidueltolbelfnalisedlandllaunchedlini2006.0Thel
ScottishlHealthiCouncillwilllbellookinglforlevidenceloflinvolvinglicarerslin!
drawingluplactionlplanslandlevaluatinglitsiimplementation.

NHSILothianlisiImeetinglitsidutiesitolresponditoltheINHSIReformlActl(Scotland)!
2004throughlthel‘ImprovinglCarellnvestingliniChange’lconsultationland!
upcoming’publiciconsultationsionlareaslofisignifcantiservicelredesignl(Children!
andlYounglPeople’slHealthland!HealthcarelandIPrimarylCarelModernisation).
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6.0

VeRIFled exAmPLes

how have you worked with *hard-to-reach’ groups?
AlCommunitylLearning[DisabilitylTeam(staffinurse,la’SpeechlandlLanguage!l
Therapistlandltwolstudentlnursesiworkediwithlfvelpeoplelwithllearningl
disabilitiesitoldesignlandldeveloplalleafetlaboutlal'HealthIMatters’icourse.l
LearningIDisabilityldaylcentresiwerelsentlinformationlabout’thelprojectland!
NHSILothian[staffimetiwithlserviceluserslinterestedlinitakinglpart.!

Thelremitlofithelworkinglgroup,/whichimetiweeklyloverlalperiodiofimonths,!
wasltolselectlappropriatelsymbolsitolbelusedlinlalleaFetladvertisingithel
‘HealthiMatters'icourse.iServicelusersiwerelalsolinvolvedlinldesigningithe!l
leafet,forlexamplelchoosingithelleafet’sllayout, throughlgroupldiscussionland!
consultation.[!

Thelleafetiwaslused tolexplainltolpeoplelwithllearningldisabilitiesiwhatlthel
‘HealthIMatters’icourselinvolves.JAlthoughlthel‘HealthlMatters’lcourselisinol
longerirunning,ithelleafetlhaslbeenldistributeditolstafflatiresourcelcentres]
thatlarelgoingtolrunlalvariationlofithelcourse.[ThelBoardlalsolreported!
thatlthelleafet’haslbeenlusedlini[demonstrationsitolGPIsurgeriesiandliotherl
organisations.

What we did and who we involved

Twollay’memberslofithelworkinglgroupl(wholattendlthelresourcelcentre),ltwol
projectlleads,landithel‘BetterlHealthlthroughlBetteriCommunication’lworker!]
werelinterviewed.!

SupportinglevidenceloflhowINHSILothianlhaslengagediwithlandlinvolved!
peoplelwithllearningldisabilitieslhaslbeenlgatheredibylreviewingithelproject!
grouplcourselleafet.[Thislwaslreviewedlbyla'representativelofithelvoluntary!
organisation[Peoplellst.

What we found

Grouplmembersifeltithatlstaffllisteneditoltheirlopinionsiandithatithelleafetlwas!
theirlownlwork.IMemberslexpressedithatitheylwerelhappyitolbelinvolvedlinithis!
waylandlenjoyedithelwholelprocess.[Theylalsolstatedthatltheirlinvolvementlhad!
beenlworthwhile.lGrouplmemberslfeltlitiwasicleariwhatitheylwerelexpected!
toldolandithatltherelwasinothinglelselthatlcouldlhavelbeenldoneltolhelplthem!
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participate.lMeetingsiwerelheldlatlthelresourcelcentrelparticipantsiusuallyl
attended,lwhichlensuredithatlanylparticularirequirementsiwerelmet,latithel
sameltimelandldayleachiweek./Grouplmembersifeltithatltheltimelandllocationlof!
thelmeetingslwerelappropriatelasitheylattendedithelresourcelcentrelatl]
theseltimes.[

Alllparticipantslinithelprojectlwerelinformedlhowlthelleafetiwouldlbelusedland!
werelshownithelfnallproduct.iGrouplmembersiwerelsatisFediwithitheloutcomel
andlsaidithatitheyldidinotiwishitolmakelanyichanges. Thelprojectlwaslevaluated!
informallylwithimemberslofithelgroup.[Thelcontributionslofithelworkinglgroup!
werelacknowledgedlinithelleaFetlitself:Iparticipantsiwerelverylproudiofithis.ll

Stafflreportedithatitheylfacilitatedlthelgroup’slinvolvementlinithelproject,]
includinglindentifyinglwhichisymbolsiwerelselected.Tolhelplsupportiservicel
users,[thelgrouplonlylconsideredioneltopicleachiweek.[Thelstaffiteamlincluding!
thelleadinurse,[twolstudentinurseslandlalSpeechlandlLanguagelTherapistl
providedlanylsupportirequired.lOnlrefection,lthelprojectileadsifeltithatlitiwouldl
havelbeenlbetteritoluselaldifferentivenuelfromithelresourcelcentrelforithelfocus!
group.[Staffifeltthatithisiwouldlhavelensuredifewerlinterruptionsiandiwould!
havelalsolmeant thelprocessiwaslmorelformal.

Bothlstafflandparticipantsifoundithelprojectitolbelverylrewarding.

Consensus with the Board’s Report

Stafflandlparticipantsiconfrmedthatithislwaslalworthwhilelproject./Thel
involvementlofithelfvelmemberslofithelworkinglgrouplwithllearningldisabilities!
andithelattendeeslofithelresourcelcentrelensuredithelleafetiwaslappropriatel
andlresponsiveltolthelneedslof’servicelusers.[Thelstafflandlthelparticipants]
evidenced!thatlthelviewslofithelgroupimemberslandithelresultsiofithelsurveys!
directlylinfuencedthelcontentloflithelleaFfet.lParticipantsireportedithatithey!
werelfullylsupported,ithellevelloflinformationiwasisuffcientlandiclearlandithel
outcomelofithelworkiwassharediwithlalllthoselwholwerelinvolved.

Althoughithelleafetlhaslbeenlisharediwithlotherlresourcelcentresirunninglal
variationlofithel*HealthIMatters’Icourselit’hasinotlbeenlsharedimorelwidely./Thel
‘BetterlHealthlthroughlBetteriCommunication’lworkerlhasinotlusedithelleafet!
orlthelexperiencelofithisipieceloflworkiinlpresentationsitolGPIsurgeriesiand!
otherlorganisations,/asINHSILothian’sIselflassessmentlindicates.
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6.2

Conclusions

Thelviewsloflmemberslofithelpubliclwithllearningldisabilitiesidirectlylinfuenced!
theldevelopmentlofialleaFetlusediby!NHSIstaff, lwithithelresultioflimprovingl
communicationiwithiserviceluserslaboutlthelcontentlofithel‘HealthiMatters’
course.[Thelprojectitoldeveloplthelleafetlensuredithatiserviceslusersifeltl
involvedlandithatlthelprocessiwaslinclusive,lresponsivelandlappropriate.]
Thelprojectiwasldevelopedlinlalwaythatlremovedianylsignifcantibarriers]
tolinvolvementlandialllparticipantisupportineedsiwerelmet.[Thislensuredial
rewardinglandimeaningfullexperiencelforialllparticipants.

MorelworkIcouldlbeldoneltolsharelthislexperienceloflworkinglacrossINHS!
Lothian.

how have you provided independent support and advice to complainants?

PatientlFocuslandIPubliclinvolvementlandlComplaintsistaffidevelopedlal‘selfl
help’lpack, tolexplainithe]NHSIComplaintsiprocedurelto.complainants..It]
includeslalcopylofithelnationallComplaintsileafet,lalsamplelcomplaintsiletter,]
alconsentIformitoluselificomplaininglonlbehalfloflanotherlindividuallandlalicopy!
ofithelScottishIPubliclServiceslOmbudsmanl*HandylHints’..Thel‘selflhelp’lpackl
wasldevelopedlbylstaffiexperiencedliniworkingiwithlpatientslandithelpublic.[l
However,inolpatientsiwerelinvolvedlinidevelopinglorireviewinglitibeforelitiwas!]
distributediforiuse.[ThelBoardistates thatlthel‘selflhelp’lpackiwasidistributeditol
allINHSILothian.ComplaintslandlPatientlLiaisonlstaffland.GPIpracticelmanagers!
inlanlelectroniciformatiwithlinstructionsiforiuse.

Infladdition,INHS[LothianlComplaintsland/PatientLiaisonlstafflofferlguidance!l
tolthelcomplainantithroughithelprovisionloflwrittenlinformationlandidraftingl
letterslorpointsioficoncerniforithelcomplainant.NHSILothianlalsolprovides!
informationlaboutlindependentladvocacy’serviceslandCitizens/AdvicelBureaux.

What we did and who we involved

EvidenceloflhowlwellINHSILothianlhaslprovidedlindependentisupportitol
complainantslhaslbeenlgatheredbylreviewingldocumentarylmaterials,/includingl
NHSILothian’slinformationlpack;icomplaintsladvicelaccessed!throughlthel
Board’slwebsitelwww.nhslothian.scot.nhs.uk,landltrackingithelnumberloft
complainantslerroneouslylapproachingiScottishiHealthiCouncillLothianloffcel
forfadvice.

Annual Review | 2005-06



InterviewslwerelheldiwithithelProjectiIManageriforiPatient!Focusland!Publicl
Involvement,lalsamplelofifourlNHSILothianlComplaintslandiPatientLiaison!
staff.lInterviewslwerelalso heldwithlalrepresentativelfromleachlCitizenslAdvicel
BureaulacrossiLothian.IFifteenlGenerallPracticeslacrossiLothianiwerelselected!
randomlylandivisiteditolidentifylthelavailabilitylandlaccessibilitylofiIComplaints]
procedurelinformationlandlthelsupportiavailable.

What we found
AllINHSILothianlComplaintsistafflinterviewedluselthel'selflhelp’lpackiwhenithey!
arelapproachedlbylalmemberlofithelpubliclwishingltolmakelalcomplaint.

ManylGPIpracticelmanagersireportedithatitheylhadlnotlreceivedithel‘selflhelp’l
pack.lOflthoselwholhadireceivedlit,_mostlhaveldecidedlnotitoluselitlasitheyifeell
therelwerelpartsiwhichiwerelinappropriate.linlparticular,/GenerallPracticelstaffl
didinotithinkitheltitle,[*Itlain’t'whatlyouldolit'sithelwaylthatlyouldolitlandithat’s!
whatlgetlresults!lonlthelOmbudsman’siHandylHintslpagesiwaslsuitable.JOnel
describedlitlasl“frivolous”landifeltithatlittwasimakingllightloflalmorelserious!
situation.[l

AlmostlalllGPIpracticeslvisitedlhaveltheirlownlleaFetlexplaininglthelComplaints!
procedure.]OnelGPIpracticelusesithel'selflhelp’lpackiwhenithelinformation!is!
requestedibylalpatient.lOflthelpremiseslvisited,Inonelhadlleafetslaboutithel
Complaintslprocedurelavailablelinithelwaitinglroom.]However,lonelpracticeldid]
havelcopiesiofitheirlipracticelleafetireadilylavailable,[whichicontainedisomel
informationlaboutlthelComplaintsiprocess.lOneloflthelpremisesidisplayed!
alcomplaintslinformationlposterlatireception.INotlalllpracticeslreadily,lor]
enthusiastically,lprovidedlinformationlwhenilrequested.

Mostlofithelin-houselleafetslavailablelat/GPlpracticeslcontainlaccurate!l
informationlaboutithelComplaintsiprocedure,lalthoughlsomeldolnotihavel
relevanticontactldetailsi(forlexample,lforINHSILothian/ComplaintsIstaff)..Most!
practiceslreportedlthatliflrequested,theylwouldlbelableltolprovidelthelleafetlinl
largelprintlorfalcommunityllanguage.

CitizenslAdvicelBureaulstafflexplainedlthatltheylwouldlbelableltoladvisel
complainantsiaboutlthelprocedurelandlassistithemlinldraftinglalletterlif:
required.[However,ltheylwerelallclearithat’theylwouldInotlbelableltolprovide!
individuallsupportlonlalparticularicase.lAllICitizenslAdvicelBureaux'hadlal
copylofithelnationalINHSIComplaintsileafetlasiwelllaslanlinformationlpackl
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6.3

providinglsupportiwhenlraisinglanlissuelorlmakinglalcomplaintlaboutltheINHSI
inlScotland.IThislinformationlpacklhaslbeenlavailablelsincelJunel2005.0

Atlthislstageltherelhaslbeenlnolevaluationlbyleitherlstafflorlpatientslofithel‘self!
help’lpacklasitolthelamountlofisupportlitioffersiorithelusefulnessiofiit.

Conclusions
NHSILothianIshouldlensurelthatlprintedicopieslofithelnationallComplaints!
leafetlhavelbeenldistributedlacrossithelentirelorganisationlincludinglprivatel
contractorslandlindependentlorganisationsiwithinlthelcommunity.IThisIshould!]
ensurelalllpatientslandipubliclhavelconsistentlaccessitolinformationlionladvicel
andisupportiforicomplaintslinlaccordancelwithinationallguidancelfromithel
ScottishlExecutive.

how did you support staff to respond to patient and public feedback?

Inlearlyl2004,lalliGenerallPracticeslacrossiLothianiwerelgivenithelopportunity!
tolundertakelthelGenerallPracticelAssessmentlQuestionnaire.[ThelClinicall
GovernancelSupportiTeamldistributedithelsurveylformslandlalsupportlpack.!
Almosti90%IloflalllpracticesliniLothianicarriedlioutithelGenerallPracticel
AssessmentlQuestionnairelin(2004/2005.0fthoselwholtooklpartlinithelsurvey,!
83%ldidlsoltolthelfnalllevellofithelQualityloflOutcomelFramework:thatlis]
carryingloutithelsurvey,ldiscussinglthelresultsiaslaiteamlandlcontactingltheirl
primarylcarelorganisationirepresentativel(patientlinvolvementiworker)itolagreel
anJactionlplan.

Somelpracticeslalsoldiscusseditheiriresultsiwithlalgrouplofipatient!
representatives.

Atlthelconclusion,lalllpracticesiwerelprovidediwithlalreportiofitheirlresults.lInl
Januaryl2005lalguidancelpacklexplaininglhowltoluselthelresultslofithelpatient!
surveysitolimprovelandideveloplpracticelmanagementisystemslandiservices!
wasldistributed.Patientlinvolvementiworkersiwerelavailableltolalllpracticeslto!
discuss(thelresultslofithelsurveylanditolhelplpracticelstaffideveloplanlaction!
planiforichangelasirequired.

What we did and who we involved

EvidenceloflhowlwellINHSILothianIsupportedistaffitolresponditolpatient!
feedbackigatherediasipartiofithelGenerallPracticelAssessmentiQuestionnairel
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waslcollectedifromldocumentarylmaterialslincludingl‘Takinglforwardithelresults!
ofIGPAQ:IBestIPracticelGuide’l(Septemberi2004)landl‘GPAQIResultsi2004/05(
foriINHSILothian,/ReportionithelactionsitakenlbylGPIpracticeslacrossiLothian!
followinglthelGenerallPracticelAssessmentlQuestionnaire’l(Mayl2005).]

Face-to-facelinterviewswerelheldwithlalrandomIsamplelofl15/GPIpracticel
managerslfromlacrossINHSILothian.IDiscussionlwithlpatientlinvolvement!
workerslalsoltooklplace.

What we found
AllithelGPlpracticelmanagerslinterviewedlhadlreceivedialcopylofithelguidancel
pack.JAlllbutitwolpracticelmanagersiagreedithatithelguidancelpackihelped!
them,[forlexamplelwithlhow(tolfeedithelresultslofithelsurveylbackltoltheir!
patientslandlihowltolinvolvelpatientslinitakinglforwardlidentifedlareasifromithel
results.

AllithelGPlpracticelmanagerslinterviewedlhadldiscussedithelresultsioflthel
surveylanditheirlsubsequentlactionIplaniwithlalpatientlinvolvementiworker.JOnel
practicelhadlalsoldiscussedlitlwithlalpatientlgroup.lAlllthelpracticelmanagers!
agreedithatltheladvicelandisupportlprovidedibythelpatientlinvolvementiworkersl
wasluseful:lImanylcommentedlthat'theirlsupportiwaslexcellent.!

Mostlpracticelmanagerslagreedithatithelsupportiprovideditolthemlhadimadel
aldifferenceltolthelwaylthatitheylrespondeditolthelresultsiofithelsurvey.lOnel
saidlthatithelpatientlinvolvementiworkerlalwaysilcameluplwithlinnovativel
wayslofirespondingltolthelsurveylresults.JAnothericommentedithatlitididinot]
changelanythingltheylplanneditoldolbutigavelthemiconfdencelinitakingitheirl
planiforward.Improvementsimadelforpatientslincludedlreviewingthelphonel
systemslandimanaginglphonesibetterlatlpeakitimes;limprovinglthelavailability!
oflinformationlleafets;landlreviewinglthelpolicylforipatientsiphoningitheldoctor!
forladvice.

Alllbutlonelofithelpracticelmanagerslinterviewedlcouldinot’seelhow!NHS!
Lothianlcouldlhavelprovidedlanyladditionallsupportibut/theyldidicommentithat!
theylhopeditherelwouldlalwaysbelalpatientlinvolvementiworker.lOnelpracticel
managericommentedithatithelpracticelcouldihavelbeeniprovidediwithimorel
informationlaboutiwhatiwaslinvolvedlandiwhatiwaslexpectedlofithem,itolmakelit]
morelobviouslasitolthelstepsitheylshoulditake.linlparticularisomelguidancelon!
expecteditimescalesiwouldlhavelbeenlhelpful.
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6.4

Nonelofithelpracticeslinterviewedlhadlformallylevaluatediwhatldifference,lifl
any,thelchangeslimplementedlasialresultiofithelsurveylhadimadeltolpatients.]
However,Jmanylcommentedithatitheylhadlreceivedipositivelcommentsifroml
patientslinlreceptionlandlduringlisurgeryltimes.

Patientlinvolvementiworkerslhavelnotlyetlevaluatedithelusefulnesslofithe!l
guidancelpacklorithelsupportithatitheylgive.lHowever,ltheylhavelplannedlian]
evaluationlexerciseltolbelcarriedlioutlinithelcomingimonthsitolseeliflanylchanges!
orlimprovementsiarelrequirediforinextlyear.

AllIGPIpracticelmanagersiagreedithatlthelguidancelpackiprovidedlbylpatient!
involvementiworkerslprovidedigoodisupportlinlenablingithemtolknowwhat!
toldolwithlthelresultslofithelsurveylaslalpractice;lhowltolfeedlbackthelresults!
tolpatients;landlhowltolinvolvelpatientslinitakinglforwardlidentifedlareas.lAll]
GPIpracticelmanagerslagreed thatithelsupportifromithelpatientlinvolvement!
workersiwaslinvaluablelandithatltherelis(littleladditionallsupportithaticouldlbel
providedlatithislstage.

Conclusions
Fromlthelfeedbackiprovidedibylstafflinterviewslitlislclearithatlthislislalgood!
exampleloflhow!NHS[Lothianlhaslprovided!supportitolstaffiinicarryingloutlal
pieceloflpubliclinvolvementlwork.

Bylprovidinglbothlwrittenlguidancelasiwelllasisupportlbyldedicatedlpatient!
involvement]staff,\GPlpracticeslhavelbeenlableltolresponditolthelfeedback!
receivedifromlpatients.

Thelsupportlprovidediwilllrequirelmorelformallevaluation]tolensurelthatlit!
remainslappropriateloverithelcominglyearsiasiGPIPracticeslhavelgreater!
experiencelandiconfdencelinlrespondingltolpatient’feedback.

What progress have you made with your patient information strategy?

TheldevelopmentlofithelSystemiforithelManagementloflinformationliniLothianl
andlEdinburghl(SMILE)Ihaslbeenlinformedibylpatientslinlalllserviceslacrossithel
formeriLothianlUniversitylHospitalsDivisionlthroughlpatientisurveys,lindividuall
patientslandicarersiandlstaff..SMILEwasldevelopedtolovercomeldiffcultieslin!
communicationlandlinformation-sharinglidentifedlbyINHSILothian-ledlpatient!
surveysl(approximatelyl30,000lrespondents).]
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SMILElislanlinternet-basedisystemlthaticanlbeluseditolsupportlhealthl
professionalsicommunicatinglwithlpatients,lorlindependentlylbylpatients.l
Informationicanlbelviewedlorlprintedifromlhome,ischool,llibraries, personall
computers,lkioskslandlbedsidelterminals.[Thelsystem,lwhichlislsearchable,l
provideslinstantlaccessitolinformationiforipatients.

Patientsiwerelconsultedtolestablishicommonlheadingsithatlinformationicanibel
accessedlunder.[Thelsystemiisiculturallylsensitivelandlhaslbuilt-inImechanisms]
tolminimiselbarriersitolaccessinglthelservice./Theselhave beenlidentifedlby!
peoplelwholhavelexperiencedlbarriersifromigroupsisuchlasiminoritylethnicl
communitieslandipeoplelwithllearningldisabilities.[

IN12005,lapproximatelyl2,200lpatientslinithe!DaylSurgery UnitlofithelEdinburghl
RoyalllnfrmarylusedISMILE.

What we did and who we involved
EvidenceloflprogressimadeltoINHSILothian’sIPatientlinformationStrategylhas!
beenlgatheredlbylreviewingldocumentary!materialslincludinglsummarylof!
patientlsurveylresults,lalsampleloflevaluationlquestionnaires,landiresultsifrom!(
thelpilotiprojectlandlalprojectiupdate.

Interviewslwerelheldiwithlthelprojectlleadtolobtainldetailslaboutithelprojectl
anditwolpatientsiwholhadlbeenlinvolvedlinitheldevelopmentlofiISMILE.[Thelfrstl
patient/lwaslinvolvedlduringlalstaylatthelEdinburghlRoyalllnfrmarylandiwas!
consultedlonlgenerallinformationineeds.[Thelsecondlpatientiwaslfromithel
PatientlPubliclPartnershipINetworklatithelEdinburghiRoyalllnfrmarylandiwas]
involvedlinlanlinformationlsessionlonISMILElatlthelsecondiphaselofithelproject.l

What we found
TwolmemberslofithelPatientland!PubliclPartnershipNetworklatithelEdinburgh!
RoyallinfrmarylwerelinvolvedlinlanlinformationisessionlonlSMILEIduringlthel
secondlphaselofithelproject.[Thelparticipantiwholwaslinterviewedlthoughtlthis]
waslanexcellentlopportunityltolhearlabout’SMILElandiwaslableltolasklquestions!
aboutlthelproject.’Shelwaslextremelylhappyiwithitheloutcomelasishelbelieveslit!
improvesicommunicationlbetweenlpatientslandistafflandliensureslalconsistencyl
oflinformation.

Thelpatientiwholwaslconsultedlonlherlinformationineedslduringlheristaylat!
thelEdinburghlRoyallinfrmarylexpressedlheripleasurelatibeinglinvolvedland!
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appreciatedithelofferlofifurtherlinvolvement.[Shelfeltithatlalllthelissueslthat]
werelconcerninglherlregardinglthelinformationlavailablelhavelbeenladdressed!
initheldevelopmentlofiSMILE.IShelcouldlidentifylspecifclinstancesiwherelthel
viewslshelexpressedlhadlbeenltranslatedlintolaction.lOnelexamplelofithislwasl
thelissueloflvaryingllevelsioflreadinglabilitylaffectinglhowimuchlinformationl
individuallpatientslunderstand.[SMILEladdressesIthisichallengelthroughlthel
‘WATCHWORD Ifacility,lwhichlislanlin-builtichecklrunlonlalllddocumentsltol
ensurelthaticlearlEnglishlislused.[Shelwaslverylhappylwith(theloutcome,lasishel
believeslitlislessentialltolhavelclearlinformationlthaticanlbelaccessedlafterlal
meetinglwithlhealthlprofessionalsitolclarifylandireinforceltheiricommunication.

Bothlparticipantsiwholwerelinterviewedlwerelverylsatisfediwithithellevellofl
informationlandifeedbackireceivedlaboutithelproject,/whichiwaslthoughtitolbel
clearlandihelpful.

Consensus with the Board’s Report
StafflandlparticipantsiconfrmedithatISMILElislanlexcellentlexampleloflpatient]
andlpubliclinvolvementiwhichlincludedlinvolvementifroml‘hard-to-reach’l
groups.lExtensivelinvolvementiwithlpatientsithroughlanleffectivelsurveylstrategy!l
aslwelllaslindividuallcontactiwithlpatientslatleverylstagelofithelprojectihaslledltol
anlinnovativelproject.l

Thelviewsloflpatientslgatheredithroughlindividuallcontactlandlsurveysihavel
directlylinfuencedithelPatientlinformationiStrategylofINHSILothianlandithel
developmentloflSMILE.]

[

Conclusions
ThelpatientslinterviewedifeltlthatlthislislanlexcellentlexampleloflnowINHS!
Lothianlhasllistenedlandirespondeditolpatientlviews.ISMILElisithelresultlof]
extensivelinvolvementiwithlpatientsithroughiwidelscalelsurveysiandlindividuall
contact.!

ThelcontinuouslemphasisionlevaluationishouldlensurelasISMILElisldeveloped!
furtherlandlrolledloutlacrossithelorganisationlitiremainslaluser-friendlyland!

culturallylsensitivelmeansloflobtaininglpatientlinformation.

Aslthelsystemlislimplemented,[itiwilllbelvitalltolmonitorithelresultslofifuturel
patientisurveysitolfullylascertainlitslimpact.
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6.5

how did you involve patients, carers and the public in setting your Patient
Focus and Public Involvement agenda?

MemberslofithelpubliciwerelinvolvedlinldevelopinglPubliclPartnershiplForums!
inlalllfvelLothianlCommunitylHealthIPartnerships.[EachlofithelfvelCommunity!
HealthlPartnershiplareasibeganithelprocessloflinvolvingithelpubliclinlthel
developmentlofiPubliclPartnershiplForumslinialdifferentlway.[Midlothian,[West!
LothianlandINorthlandiSouthlEdinburghlhavelsincelpursuedialsimilaristrategy!
oflholdinglbetweenltwolandlfvelpublicleventslinleachlregionltolinformithelpublicl
aboutlthelPubliclPartnershiplForums.[Theleventsiwerelpublicisedlthroughlifyersl
andlposterslinlpubliclplaceslandliadvertisementslininewsletterslandllocallpapers.l

MemberslofithelpubliclwhaolsignedluplitolthelPubliclPartnershiplForum!
werelgivenithelopportunityltoljoinlaldedicatedlgroupitoldevelopithelworking!
agreementforleachiforum.'Thelagreementidetailslhowlthelforumiwilllbel
representedlionlthelCommunitylHealthIPartnership,)meansloflcommunication!
betweenlPubliclPartnershiplForumimembers,ithe]CommunitylHealth]
Partnershiplandithelwiderlpublic,landlalllotherlaspectsiofihowlitiwilllfunction.!
Theselgroupsiwerelattendedlby(10-200membersiofithelpublic.

AlformallevaluationlislanticipatediwhenlthelPubliclPartnershiplForumslarelfully!
operational.

What we did and who we involved
TheldevelopmentloflPubliclPartnershiplForumslhaslbeenlobservedithroughl
attendanceloflPubliclPartnershiplForumipublicityleventslandiworking!
agreementldevelopmentigroupsliniMidlothian,/WestlLothianlandINorthland!
SouthlEdinburgh.

InterviewslhavelbeenheldiwithisixJmemberslofithelpubliclinvolvedlinithel
developmentloflPubliclPartnershiplForums.ITheselincludediquestionslon]
howltheylhavelbeenlinvolved,ithelopportunitiesitheylhavelhaditolinFuencel
theldevelopmentlofithelforumlandiwhetheritheylhavelfeltisupportediand!
comfortablelinltakinglpart.[ThelintervieweesiwerelfromIMidlothianlandINorthl
andiSouthlEdinburgh.[

Additionallinformationiwaslprovidedlbylpatientlinvolvementiworkerslincluding!
copieslofipromotionallleafets,/developmentiplansiandleventireports.
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What we found
AnlintervieweelfromltheNorth[Edinburghldevelopmentigrouplwaslverylhappy!
withlthelwaylshelhadlbeenlinvolvedlandlfeltithatlthelgroupiwaslableltolinfuencel
howlthelPubliclPartnershiplForumiwasitolbelsetlup.iShelwaslaskedispecifcally!
toladviselonlivenuesiwithlsuitablelaccessibilityland!supportineedsforipeoplel

withldisabilities..Thelgrouplwaslalsolableltolinfuencelthelpublicity!materialsfor]

thelpublicleventslandidecidelonithelappropriatelcommunitiesitoltargetiwithinl
thelNorthlEdinburghlarea.

Allloflthelintervieweeslwerelhappyltolhavelbeenlinvolvedlinithelsharedlapproach!

adoptedibyIMidlothian,!WestlLothianland!NorthlandISouthlEdinburghland!
believedlthatltherelwaslnolbetteriwayltheylcouldlhavelbeenlinvolved.[Thel
majoritylbelievedithatitheylhavelbeenlableltolinfuenceltheldevelopmentlofithel
PubliclPartnershiplForumIthroughlthelwritinglofithelworkinglagreementiand!
interactionlwithlthelCommunitylHealthlPartnerships.ITwolintervieweesIfeltithat!
itlwaslstillltoolearlyltolsay.[Halfloflthelintervieweesfeltithatpeoplelinitheirllocall
communitylhadlbeenigivenlenoughliopportunityltolinfuenceltheldevelopmentlof]
thelPubliclPartnershiplForums.!

Onelintervieweelstated thatithelpublic’slinvolvementlinithelwritinglofithel
workinglagreementlhaslenabledithemitoldirectlylinfuencelhowlthelforuml
willlfunction.[Twoloflthelintervieweeslfeltlthatlpeoplelinithellocallcommunity!
havelnotlhadlenoughlopportunity’tolinfuencelthelforum.IPoorlpublicitylwas!
highlightedlaslalproblem.[Thelmajoritylofithelinterviewees[feltithat‘morelcould!
havelbeenldoneltolreachloutitolithelwiderlcommunitylbylhavinglmorelpublicity!
andibylvisitingimorelcommunitylgroupslandlorganisations.

Atleachlofithelpublicleventsitherelwaslanlopportunitylgiventolreadlinformation!
onlstorylboardslandlalsummarylisheetionlCommunity!HealthIPartnershipsiwas]
provided.linterviewees[feltitheselwerelclearlandlinformative.lHowever,[thel
presentationsiwerellessiclearlandlincludeditechnicallinformationlandljargon.

AttendeesiwerelalsolgivenlalchanceltolspeaklinformallyiwithINHSIstafflat!
thelendlofithelmeetings.]Allloflthelinterviewees(feltithatithelpurposelofitheir!
involvementlandithelPubliclPartnershiplForumiitselflhadlbeeniclearlylexplained!
andlallloflthelintervieweeslfelticomfortableltakinglpart.
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Consensus with the Board’s Report
ObservationlofitheldevelopmentlofithelPubliclPartnershiplForumsland!
interviewsloflparticipantslhavelconfrmedithatNHSILothianlhaslattemptedito]
fullylinvolvelthelpubliclinitheldevelopmentloflPubliclPartnershiplForumslin
alllareaslexceptlEastlLothian,/wherelprogressihasislowedldueltolstaff.being
onlleave.l

Viewslofithelpubliclhavelbeenlobtainedithroughlisurveys,lpubliclmeetingsiand!
focusediworkinglgroups.[Thelparticipantsiwerelfullylsupportediandithellevellof!
informationiwasIfeltltolbelsuffcientlandiclear.!

AslacknowledgedlinINHSILothian’sIselflassessment,theltimelandiresources!
neededtolengageleffectivelylwithithelgenerallpublicineeditolbelconsidered.!

Conclusions
TheldevelopmentiofithelMidlothian,/WestILothian,INorthlandISouthlEdinburghl
PubliclPartnershiplForumslarelexcellentlexamplesloflhow!NHSILothianhas!
involvedithelpubliclinisettingltheirlPatientlFocuslandlPubliclinvolvementlagenda.

ThelviewslofithelpubliclhaveldirectlylinfuencedlhowlthelPubliclPartnershipl
ForumsiwouldlbelsetluplinIMidlothian,/WestlLothianlandINorthlandISouth!
Edinburgh.[Theylhavelaffectedlhowlthelforumsiwerelpublicised,thelformatiof]
publicleventslandlhowthelforumiwilllfunctioniwithlregardtolthe]Community’
HealthlPartnershiplandithelwiderlpublic.

Memberslofithelpubliclhavelbeenlinvolvedlinithelprocessifromlanlearlylstagel
andlhavelbeenlfullylsupportedlandiwelllinformed.

Algoodistart’hasbeenimadelby!NHS[Lothianlinlinvolvinglpatients,icarersland!
communitieslinldevelopinglPubliclPartnershiplForumsliniMidlothian,/\West!
LothianlandINorthlandiSouthlEdinburgh.lHowever [itiwilllbelimportant(tol
continueltolappealtolalwiderlaudiencelinithelmonthsiahead.ltiwilllalsolbel
importantithat/furtheriworklisldoneltoldeveloplthelPubliclPartnershiplForumiin!
East/Lothianlandlthatllessonsllearnedliniotherlareasiarelconsidered.

IthwilllbelnecessaryltolformallylevaluateltheldevelopmentlofithelPublicl
PartnershiplForumslanditheirleffectivenesslatlinvolvingithelpubliclinlsettinglthel
Patient!FocuslandIPubliclinvolvementlagendalofINHSILothian.
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oVeRALL ConCLuslons

ThelverifedlexamplesiexaminedlbylthelScottishlHealth!Councillwerelgenerally!
founditolbeloflalverylhighlstandardiwithlpatientslandicommunitylgroups!
reportinglithatitheylhadlbeenlinvolvedlinithelprocesslandlhadlbeenlableltol
infuencelactivitieslandloutcomes.

NHSILothianlhaslengagedlinlalsignifcantlamountlofiworkiwithlpeoplelinleachlof]
thelequalitylstrands,lincludinglpeoplelwithllearningldiffculties.

ThelstafflstructurelwithinNHSILothian,lwhichlincludesldedicatedlposts(for]
PatientlFocusiandIPublicllnvolvementlactivities,lhaslbeenicriticalltolthel
successfuliwork’that’haslbeenlproduced.[Thislwaslevidencedlbyltheleffectivel
rolelthatlthelPatientlInvolvement!Workerslplayedlinlsupportinglpracticel
managerslinithelGenerallPracticelAssessmentlQuestionnairelasiwelllasltheir]
extensivelworklinisupportinglpatientsiandicommunitiesideveloplthelPublicl
PartnershiplForums.

TheldevelopmentlofithelPubliclPartnershiplForumsliniMidlothian,/WestILothian!
andINorthlandISouthlEdinburghlislalgoodlexampleloflinvolvinglthelpubliclat!
anlearlylstagelinlalproject.[Thislsupportslalkeylprioritylidentifedlinllastlyear’sl
assessment,ithatlpatients,Icarerslandicommunitiesishouldlbelinvolvedlint
servicelplanningifromitheloutset.INHSILothianlshouldlbelcommendediforithel
varietyloflopportunitiesipresented(tolpatients, carerslandithelcommunityltol
becomelinvolvedlinlplanninglandidevelopinglservices.Therelislalwidelrange!
oflpatientgroupsicoveringlmuchlofithelorganisationlandINHS[Lothianlhas!
supportedithelroll-outlofilargelscalelpatientisurveysiacrossithelPrimarylCarel
Organisationland(thelLothianlUniversitylHospitalsIDivision.

Patientsineedtolhaveleasilylaccessiblelinformationlregarding(theiricareland!
treatmentlasiwelllasINHSIcomplaintsiprocedures.INHSILothianlhasimadel
signifcantlprogressionitheirlPatientlInformationiStrategy. Theldevelopmentlof!
SMILEIhaslbeenlanlexcellentlexampleloflhow!NHSILothianlhaslresponded(tol
publicifeedbackiwithlanlinnovativelsolutionitolcommunicationlproblems.

NHSILothianlhaslincludedlpatients,lcarerslandlcommunitieslinlreviewing
itslPatientlFocuslandIPubliclinvolvementiframeworklandlsettinglfuturel
performanceltargets.[Thislhaslbeenlachievedithroughlholdinglalstakeholder!
eventltolidentifylthelissues.
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Theldevelopmentlofitheltraininglprogrammel‘GoodAttitude’laslpartlofithel
culturalichangelprogramme,ithel‘LothianiWay’,IshouldlseelalllstaffiwithinINHS]
Lothianlexperiencelthelprogramme,lhopefullylleadingltolimprovedlpatient!
satisfactionlofithelservicesldeliveredlbyINHSILothian.

[tiwilllbelimportantlthatllessonsllearnedithroughithel‘ImprovinglCarellnvesting!

inlChange’lconsultationlarelre fectedlinithelplanninglandlimplementationlofithel
Board’slupcomingiconsultations.
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deVeLoPment Issues FoR 2006/2007

development Issues 2006 -2007
AllINHS[Boardslarelaskedtolconsiderithelfollowinglgenericlissueslinladditionltol
issueslraisedlbylthislyear’slassessment.

Generic issues:

o]

o]

o]

o]

o]

EvaluationlofialllPatient!FocuslandIPubliclinvolvementlactivitylsolthat!
NHSIBoardslcanldemonstratelmorelresponsivelcarelandlcommunityl
infuencelinlshapinglservices.

Ensuringisharedlknowledgelandlimplementationlofistatutoryiguidancelint
relationltolPatient/FocuslandPubliclinvolvementlacrossithelorganisation.l

Supportinglstaffitolcontributeltolsharedlpracticelinitiativeslandlregionall
andlnationallnetworkinglopportunities.

ContinueltolsupportlandideveloplPubliclPartnershiplForums.

EstablishinglthellndependentIPatientlinformationlandlAdvicelServicelto!
supportlpeoplelinitakingiforwardlanINHSIcomplaint.

Issues from this assessment

o]

o]

o]

EnsurelalllpatientsihavelaccessltolinformationlaboutitheINHS[
Complaintsiprocedure.

DevelopINHSILothian’sIPatientlinformationiStrategy,buildinglonithel
highlqualitylworklalreadyldonelaslpartlofithe!SMILEIprojectlandlensure!l
evaluationlofithelprojectlsolthatlthelsuccessfullpilot,;wherelappropriate,!
canlbelrolledloutlacrossithelorganisationlandisharedinationally.

EnsurelthelEastLothianlPubliclPartnershiplForumiisidevelopedlwith]
adequatelpubliclinvolvementlandithatlitherelislongoinglreviewland!
evaluationloflalllPubliclPartnership!ForumslacrossiLothianlonceltheylare!
established
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o] Explorelthelopportunitiesiforlbuildinglrobustlevaluationlintolthelplanning!
phaseloflanylPatientlFocuslandlPubliclinvolvementiwork.

o[ LaunchithelproposedimanagementlgroupforiPatientlFocuslandIPublic!
Involvementlandlevaluatelitsleffectiveness.[Thelmembershiplofithel
grouplshouldlrefectlalllithelareasloflactivitylwithinlPatientlFocusland!
Publiclinvolvement,lincludinglequality’andldiversity,patientlinformation’
andlcomplaints,icarers,lvolunteering,ladvocacy,/PubliclPartnership!
Forums,llaylandllocallauthoritylinterests.[Theselgroupsicouldlbel
representedieitherldirectlylorlindirectly.
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