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What is patient experience? 
Our experience of healthcare includes 

 people, like nurses, doctors, therapists and receptionists 

 processes, like booking an appointment, or renewing a prescription 

 how those people and processes make us feel. 

Why is experience important? 
The experience of everyone - patients, service-users, carers, relatives, children, adults and staff - 
is important because 

 everyone deserves to have a good healthcare experience 

 our experiences affect how we behave –have a good experience & you are more likely to go back 

 when people have bad experiences there are often other problems with the quality of service. 

How will we improve people’s experience? 
1 – Ensure that patient experience is prioritised during transformation 
The NHS is changing. Health and social care organisations are working more closely together. 
We will make sure that good patient experience remains a priority during these changes. 
 
2 – Ensure that patient experience is prioritised throughout the commissioning cycle 
This diagram shows how Sheffield CCG will consider patient experience. 

3 – Improve patient experience of GP services 
We will work with GP practices and Primary Care Networks to make sure that practices seek 
feedback about people’s experiences of their services, and use that feedback to make improve-
ments. GP practices will implement the Accessible Information Standard. 
 
4 – Improve people’s experiences of CCG services 
The CCG has some services that have direct patient/carer contact. We will actively seek feed-
back on our services and use that feedback to make improvements. 

Potential impact of service change on patient experience fully explored 
- Quality and Equality Impact Assessments.  

Clear patient experience and Accessible 
Information Standard requirements in service 
specifications.  

Tendering process: 
-Assessment of bids includes patient 
experience—how well providers demonstrate 
their commitment and capacity to improving 
patient experience. 
-Patient representatives form part of the panel 
assessing bids.  

Patient experience and Accessible Information 
Standard measures included in local quality 
schedules in contracts. 

Experience data  used to assess needs.  

Analysis of patient experience data included in 
reviews. Weight given to patient experience 
when deciding priorities. 

Ensure that meaningful information is publicly available about 
Sheffield services, to help people make informed choices.  

Triangulation of data from a range of 
sources—provider data, CCG 
complaints data;  Healthwatch, online 
feedback, surveys, VCF sector.  
Themes /trends/high risk concerns 
identified by Patient Experience Team 
and shared with commissioning, 
primary care and quality leads.  

Contract management of patient experience measures  

Quality monitoring of patient experience—ensuring that 
providers are collecting patient experience data and using 
to it make improvements. 


