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Summary Following the Francis Inquiry into the Mid Staffs NHS Trust a number of recommendations were
published for all NHS Trusts to consider.
One of the recommendations was that Board members and Senior Managers should ensure that
they understand the services the Trust is delivering. They also needed to ensure that the services
were being delivered safely, effectively and that they the patient perspective and experience was
taken into account.
The “Go Listen” initiative introduces a number of ways that Board members and Senior Managers
can use to ensure they are able to carry out these responsibilities.
1.1

A range of opportunities for the Board members to engage with the services we offer have
been drawn together under the “Go Listen” initiative. These are being championed and
facilitated by the CD/CNO and include:
•

Service reviews

•

Call recordings

•

Site visits

•

Patient stories

•

Meeting with patients

•

Attending PPI and Membership events

•

Observing Incidents for national Review

•

A “Handbook” to help Board members and Senior Managers carry out their responsibility
to engage with the services we offer to patients.

Issues to be The Board are asked sign up to the initiative and promote active engagement of Board members
considered and senior management in observing and understanding the services we offer from the
perspectives of safety quality and patient experience. .
Action The Board is asked to note and agree and participate in the proposed initiative.
required
Accountable Helen Young, Executive Clinical Director / Chief Nurse
Director
Author of Helen Young, Executive Clinical Director / Chief Nurse
Paper
Date 1 December 2010.
prepared

Background
1.

Following the Healthcare Commission’s investigation into Mid Staffordshire
Hospitals NHS Foundation Trust, published in March 2009, the Secretary of State
for Health (SoS) announced an Independent Inquiry into care provided by the
Trust: January 2005 – March 2009, chaired by Robert Francis QC. This has
since been followed by a public enquiry.

1.1

The report, published on 24th February 2010 made eighteen recommendations
Fourteen apply specifically to the Foundation Trust and its commissioning PCT,
the further 4 recommendations having a wider remit (recommendations 9, 15, 16
and 18)

1.2

One of the major learning points for Board members and Senior Managers was
the need to look at both statistical performance data AND information about the
patient experience, quality and safety of the services the Trust offers.

Understanding the services we offer from the “Patients Perspective”
2.0

“Go Listen” is an initiative to help NEDs, Executives and Senior Managers
understand and engage with the Services NHSD offers.

2.1

The “Go Listen” initiative is being championed and facilitated by the CD/CNO but
this should be seen as everybody’s business. Some methods being used to help
Board members and Senior Manager carry out this responsibility include:
•
•
•

•
•
•
•

3.0

A programme of Service Quality Reviews as previously discussed and agreed by
the Board.
Patient stories, in patients own words, provided through recordings to Board and
Managers Forums with a facilitated structured discussion..
Call Recordings provided to the Board and Senior Mangers forums to highlight
areas where we have received complaints, or where there has been learning from
adverse incidents or where we have received feedback from Health Care
Professionals (HCPs).
We will also provide call recordings of calls where we have received positive
feedback from users or HCPs.
Support and Facilitation of Site Visits by execs and NEDS to see and listen to
services being offered in a live environment.
Facilitation of NEDS, Execs and Senior Managers participation in and observation
of the peer review of serious incidents
Exposure to patients’ stories with NEDS presence at face-to-face meetings with
complainants and engagement opportunities with patients, public and Public
Members
NEDS clinical handbook to guide them through what they should be looking at
and areas they should be questioning
Summary
The Chief Nurse and Clinical Director and Director of Nursing will work with the
Board members and senior managers to assist them in carrying out these
important responsibilities.
A review of this initiative will take place in six months to evaluate its effectiveness.
A progress report will be presented to the Clinical Governance Committee of the
NHS Direct Board
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