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28th October 2020 
 

Lakeside Stamford Patient Newsletter 
 
Patient & Public Engagement 
Our patient and public engagement exercise ended at midnight on October 25th.   We would 
like to thank every single one of our patients who took the time to take part in the exercise 
and share their views on the proposed closure of the St Mary’s branch surgery, as well as 
providing us with valuable feedback regarding our existing services. 
 
Over the 40 days of the engagement exercise, we received almost 1500 completed surveys 
via Survey Monkey and hard copies.  We are now going through these responses to ensure 
we accurately reflect the concerns raised by patients both in our application to the CCG to 
close St Mary’s and in our Service Improvement Plan. 
 
In addition to the survey, we received over 60 letters and emails from patients setting out 
their views on the proposed closure.   
 
As we said in our last newsletter, the online patient and public engagement sessions were 
attended by 108 people who submitted a total of 135 questions across the five events with 
a further 76 submitted outside of the meetings. 
 
From the initial review of the feedback provided through all elements of the exercise, the 
main concerns raised are those we anticipated at the beginning of the process and include 
car parking availability, increased appointment waiting times, increased call response times, 
availability of adequate space at Sheepmarket.   
 
We have, and will continue to reassure patients, that because of the way services are 
already configured, there will be no increase in call response times, no increased wait for 
appointments and sufficient capacity at Sheepmarket. 
 
We also have plans that we intend to share in our next newsletter to address concerns 
regarding car parking availability at Sheepmarket and reduce queuing times at the surgery. 
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Telephone Response Times 
The length of time it takes for telephone calls to be answered was probably the single 
biggest issue raised during the engagement exercise.  Whilst not related to the closure of 
the St Mary’s building, we are using the feedback received to inform and prioritise the 
Practice Service Improvement Plan. 
 
As a result of the feedback we have taken the following steps to reduce telephone response 
times 

• Increased the number of phone lines coming into the practice 

• Amended staff rotas to increase the availability of staff taking calls at peak times 

• Reduced the length of the messages heard by patients calling the practice which 
means they get to speak to a member of staff quicker. 

 
As a result of these changes we have seen call response times fall from an average of 12 
mins 45 seconds for the 2 weeks prior to the changes to less than 3 minutes over the last 2 
weeks.  We will continue to monitor the impact of these changes on an ongoing basis to 
ensure this significant improvement is maintained.  We also have a number of additional 
improvements currently being planned that we believe will have a further positive impact 
on call response times when they are implemented. 
 
Car Parking 
Along with telephone response times, our patients have identified car parking at 
Sheepmarket as being an issue they are concerned about.  Throughout the engagement 
exercise we have sought to understand the scale of this issue and its causes.  This will 
ensure that the solutions we put in place will be effective.  As a result of the review we have 
undertaken we have established the following 
 

• The St Mary’s car park is used to varying degrees by members of the public who are 
not visiting the practice 

• On average there are 12 empty spaces at Sheepmarket at any time 

• There is a direct link between the number of spaces available in the car park and the 
number of patients queuing to collect prescriptions 

• Spaces at Sheepmarket are used by people not visiting the practice 
 
There are a number of actions we are planning to implement to address the concerns raised 
by patients.  The first of these is to confirm that the number of spaces available at 
Sheepmarket for patients will be no less than the current combined number of patient 
spaces across the Sheepmarket and St Mary’s sites.   
 
Furthermore, in order to ensure the spaces at Sheepmarket are used only by patients 
attending the surgery we will be implementing Automatic Number Plate Recognition (ANPR) 
cameras at the Sheepmarket car park.  This will mean only patients entering their 
registration number details into screens in the reception area of the surgery will be 
permitted to use the car park. 
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We will provide more details on this system and how patients should use it in our next 
newsletter. 
 
As we finalise and implement other elements of our car parking plan including how we will 
reduce queues for prescription collections, we will provide further information through our 
newsletters. 
 
Service Improvement Plan 
When we have completed the review of the feedback, we have received over the last six 
weeks, we will update and publish our Service Improvement Plan.  This will show what 
actions we are planning to take and when and the impact we believe they will have. 
 
We will post this to a dedicated section of our website where we will also publish the results 
of the changes we implement. 
 
In addition, we will continue to publish regular patient newsletters which, as well as 
information regarding our Service Improvement Plan, we will use keep patients updated on 
regional and national policy and guidance and how that will impact services in Stamford. 
 
 
Yours sincerely, 
 
 
 
 
GP Partners @ Lakeside Healthcare Stamford  
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