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Moving the dot on our data

“You cannot make 
things happen, but you 
can create a space in 

which what you want is 
more likely to happen.” 

Chinese proverb

In 2020 the Trust scored 91%

Care of patients / service users is my organisation's top priority
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• Patient experience is consistently associated with patient safety and 
clinical effectiveness across a wide range of disease areas

• We should resist side-lining patient experience as too subjective or  
mood orientated, divorced form “real” clinical work of measuring 
safety and  effectiveness”

• Organisations that are more person centred have better clinical 
outcomes and are safer

2013 systematic review



Our focus on measurement

• Timely

• Owned

• Actionable

• Specific

• Talked about



• Feedback from more than 50,000 people, every year, since 2009

• Measuring what matters most to patients in a variety of ways and at 
different points of care

• Right time’ data giving site, specialty, and individual consultant data, 
externally validated to feed through our appraisal system

• Real time measurement fed back to clinical teams within 6 hours of 
speaking to patients

Responding to feedback



Including those who
find it hardest to be heard …



Be open and honest about 
current state, expectations, and 
actions needed for 
improvement.

If you’re going to be naked it’s 
good to be buff.

Transparency





I am a person. I am not a number. I am not my 
disease.

I am the subject matter expert on how I 
experience the care I receive and whether it 
meets my needs.

I see things that you don’t see and hear things 
that you don’t hear….

Providing a granular understanding of 

the experience of care 



CQC National Inpatient Survey 
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The Royal Marsden N/A 9.3 8.9 8.6 9.2 9.0 8.9 9.0 8.2 3.7 9.6 8.9 8.5 11

Queen Victoria Hospital N/A 9.3 9.2 N/A 9.5 9.1 9.0 8.7 8.4 2.3 9.7 9.1 8.4 10

Royal Papworth Hospital N/A 9.1 8.9 9.0 9.3 9.0 8.9 8.7 7.9 3.0 9.7 9.1 8.4 10

Liverpool Heart and Chest Hospital N/A 9.3 9.2 8.8 9.4 9.0 8.9 8.6 7.7 1.8 9.6 9.1 8.3 10

The Christie N/A 9.6 8.7 8.5 9.3 8.8 8.7 8.5 8.1 2.1 9.5 8.8 8.2 10

The Robert Jones and Agnes Hunt Orthopaedic Hospital N/A 9.0 9.1 N/A 9.5 8.9 9.1 9.3 8.4 3.4 9.7 9.2 8.6 9

The Clatterbridge Cancer Centre N/A 9.6 9.3 N/A 9.4 8.5 8.8 8.8 8.2 2.7 9.4 8.9 8.4 9

Liverpool Women's N/A 9.2 8.9 N/A 9.5 8.5 8.7 9.0 8.0 1.6 9.4 8.9 8.2 8

Royal Brompton & Harefield N/A 8.9 9.3 8.5 9.1 8.9 8.7 8.3 7.7 2.0 9.6 8.8 8.2 8

The Walton Centre N/A 8.9 9.3 8.5 9.1 8.8 8.6 8.1 7.3 2.3 9.5 8.9 8.1 8

The Royal Orthopaedic Hospital N/A 8.8 8.5 N/A 9.2 8.1 8.6 8.5 8.2 3.6 9.1 8.7 8.1 6

Northumbria Healthcare NHS Foundation Trust 9.0 9.1 7.5 8.3 9.0 8.4 8.5 8.8 7.7 1.8 9.4 8.5 8.0 5



Offering better patient 
experience

• Inpatients in 2021 – best in North East region and top 10% nationally.

• National outpatient survey – 5th best in the country.

• 2021 maternity care survey – top decile

• 2021 A&E experience results – top 20%.

• 2015, 2016, 2017 Trust of the Year at the National Patient Experience 
awards

• CHKS – Trust of the Year 2016, 2017, 2018  based on national data





Pre and Post NSECH
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% of patients who rated their care as Excellent - Pre and Post NSECH

Pre NSECH Post NSECH

+3.5 +6.3

All areas of care statistically better post NSECH

+11.1 +11.2



Consistency & 
Coordination

Respect & 
Dignity

Involvement Doctors Nurses Cleanliness Pain Control Medicines Domain Average

81.00% 96.93% 90.60% 94.80% 92.83% 91.75% 94.40% 82.63% 90.95%

95.80% 99.38% 96.35% 98.37% 98.97% 99.07% 97.70% 85.07% 96.63%

Increase: 14.80% 2.46% 5.75% 3.57% 6.14% 7.32% 3.30% 2.43% 5.68%

8
1

.0
0

%

9
6

.9
3

%

9
0

.6
0

% 9
4

.8
0

%

9
2

.8
3

%

9
1

.7
5

%

9
4

.4
0

%

8
2

.6
3

%

9
0

.9
5

%

9
5

.8
0

%

9
9

.3
8

%

9
6

.3
5

%

9
8

.3
7

%

9
8

.9
7

%

9
9

.0
7

%

9
7

.7
0

%

8
5

.0
7

%

9
6

.6
3

%

70.00%

75.00%

80.00%

85.00%

90.00%

95.00%

100.00%

Consistency &

Coordination

Respect & Dignity Involvement Doctors Nurses Cleanliness Pain Control Medicines Domain Average

Pre and Post NSECH



Ward 1 NSECH over time



ORTHOPAEDICS Outpatient Survey

Did you have enough time to discuss your 

health or medical problem with the doctor?



“It can’t be right that a 

sector focused on 

promoting the health 

and well being of our 

population is putting at 

risk the health and 

wellbeing of 1 in 20 of 

its national workforce” 

Kings Fund 2020  

Important lesson no 2



• A third of staff in England are considering leaving their jobs with nearly in in 5 thinking 
of leaving the NHS entirely

• % staff recommending the NHS as a place to work fell from 67 to 60 per cent

• Just 27% of people working in the NHS feel that there are enough staff in their 
organisation for them to do their job properly

• Almost half of NHS staff have felt unwell due to work-related stress – the highest level 
recorded over the last 7 years

• Two in four staff don’t feel they have adequate materials, supplies and equipment to do 
their job properly – lower still for those working on Covid- specific wards 

• Bullying and harassment scores and equal access to promotion worse for BME 

colleagues, widening the existing disparity.

Latest national staff survey  



“Staff engagement trumps 
all other measures for 

predicting the quality of 
organisational outcomes”

Michael West



• Evidence of what works

• Focus on a manageable number of core domains

• Linked to innovation and improvement

• Measuring in real time

• Understanding what matters to our staff 

Going back to basics?



• A compelling strategic narrative

• Inclusive leadership

• Staff in charge of service change 

• Values and integrity 

• Visibility of senior leaders 

• Underpinned by Board stability 

What successful organisations 
prioritise 





Staff Baseline Survey 2018 v 2019

2018 2019

All staff experience domains statistically better than baseline. 



Sustainable Engagement 

Indicator Questions
Baseline 

2018

(2726)

Current 

2019 

(3500)

Diff +/-

I have the tools and equipment I need to do my job to the best of my ability 65 71.2 6.2 *+

I have the energy I need to get me through my day at work 67.6 71.4 3.8 *+

I have a good understanding of the Trust’s vision and strategy 74.8 79.4 4.7 *+

I believe strongly in Northumbria’s goals and objectives 75.4 80.1 4.7 *+

I am proud to work for Northumbria 76.5 82.6 6.1 *+

I am willing to go beyond what is required to help the Trust succeed 78.7 82.7 4.0 *+

Overall sustainable Engagement Indicator score 73.0 77.9 4.9 *+

All Sustainable Engagement Indicator Questions

domains statistically better than baseline. 



Responses over time
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Team Level Information





The influence on quality

29

Quality Planning

Quality 
Control

Quality Improvement

Quality 
Assurance

People 

and 

Culture

Patient, carer and staff 

and citizen 

measurement system 

that enables learning 
about what is and isn’t 

working.

Individuals and services 

working on similar 

challenges are enabled 

to learn together 

(learning networks), led 
by informed & 

distributed patient and 

staff leadersContinuous learning system

Creating a relational 

learning system



Independent Research



Staff Survey Results

Best in class in 5 out 

of the 9 domains of 

the People promise 

Best place to work in 

the NHS

Best response rate 

in the NHS

80%

Leading the way of 

all acute and 

combined Trusts



Organisational Questions
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Care of patients /
service users is

my organisation's
top priority

My organisation
acts on concerns
raised by patients
/ service users *

I would
recommend my

organisation as a
place to work *

If a friend or
relative needed

treatment I would
be happy with the
standard of care
provided by this

organisation

I feel safe in my
work *

I feel safe to
speak up about
anything that

concerns me in
this organisation

*

I often think
about leaving this

organisation *

I will probably
look for a job at a
new organisation

in the next 12
months *

As soon as I can
find another job, I

will leave this
organisation *

Northumbria National Average

• Northumbria best in class in 7 out of 9 questions

• Northumbria scores are significantly better than the National average in all 9 questions

Top score 90.7 Top score 91.7



Speak up, listen up, follow up

Our staff are the most likely to report:

• Feeling secure about raising 

concerns about unsafe practice

• Feeling confident that the Trust would 

address their concerns

• The organisation acts on concerns 

raised by patients

Best acute organisation in 2021 for:

• Staff engagement

• Staff morale 

• Equality, Diversity and Inclusion

• We are compassionate and inclusive

• We are safe and healthy 

• We have a voice that counts

• Best place to work and receive care



Corona Voice

The real time staff experience platform was 
available to staff from 6th April  to 5th July.

Good engagement with 10,043 responses.

Allowed us to gather real time staff feedback 

We chose motivation at work for our single 
indicator of staff engagement

Acted as a thermometer gauge across a range 
of  sites, including those at home



Scared but not alone 

I. Listen to me

II. Care about me 

III. Keep me safe 

IV.Keep me connected

V. Lead me

VI.Keep me going

VII.Notice me – honour my work 

https://www.hsj.co.uk/workforce/scared-but-not-alone-caring-for-staff-during-covid-19/7028102.article

Analysis of transcript from more than 3500 comments 

https://www.hsj.co.uk/workforce/scared-but-not-alone-caring-for-staff-during-covid-19/7028102.article


Pyramid well-being model 

Northumbria awarded the 

Maintaining Excellence level 

of the Better Health at work 

awards. The highest level you 

can achieve.

Also awarded Ambassador 

status in recognition of all the 

work to support staff through 

2020. 



National 

NHS 

Helplines

Recovery 

College 

online 

training 

resources 

Wellbeing 

and 

resilience 

Hubs 

(CNTW)

Local 

IAPT 

Services 
(Talking 

Therapies)

A comprehensive and integrated approach 

Local, 

Regional and 

National 

Support 



These are a few of our favourite 
things…





Developed from our experience of offering 
post traumatic growth team workshops 
called R3P (Recovery, Readjustment and 
Reintegration) for teams to have in depth 
discussions about their experience of 
working during the pandemic.

Pause and reflect workshops are being 
offered on an 'opt-in' basis to provide 
space to have in-depth discussions about 
challenging events or where there is a 
dominant team issue that needs to be 
explored.

Pause and reflect



• Structured team based staff experience 
workshops

• Typically 1 hour long weekly sessions over a 
period of 3 months 

• Designed to capture staff experience

• Highlight the team’s strengths 

• Address barriers to team working

• Lead to the development of team owned 
improvement plan

Staff Experience Workshops



Innovating for patient & staff safety



Changes in scores over time



• Everybody wants to do better …. trust them

• Leaders are everywhere …. find them

• People achieve good things every day, big & small …. celebrate 
them 

• Some people wish things could be different …. listen to them 

• Everybody matters …. show them 

Some final thoughts …



Thank you for listening

Any questions ?


