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We have chosen “keys” that we hope will help you unlock positive potential by offering some 

interesting and useful facts and links; making it easier to progress your journey of continual learning  

The aim of this booklet is to signpost you to ideas, resources and other work  

As there are so many subject areas there are 16 topic chapters  

Each chapter contains quotes and web links to resources  

Choose which resources, tools or quotes are useful for you (and your team) 

View the Keys in “slide show” mode to activate the links  

You can also print this file as a booklet to share with colleagues 

- use “print pages on short edge” 

To share the e-version please go to http://wessexahsn.org.uk/projects/162/promoting-positive-practice   

This document will be continually updated (and a new version number shown on the cover page)  
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1. Behaving (Human Factors & Ergonomics) 

2. Caring (staff well-being) 

3. Communicating 

4. Changing 

5. Collaborating 

6. Focusing (on patients) 

7. Influencing  

8. Leading  

9. Learning 

10. Listening 

11. Sharing 

12. Spreading 

13. Supporting (others) 

14. Team working 

15. Understanding  

16. Valuing (compassion) 

 

 

 

 
 

 

 

The Chapters are based on 
INGs - present participle verb 

Action in the future 



COM-B  
This model recognises that behaviour is part of an 
interacting system involving all these components. 
Interventions need to change one or more of them in 
such a way as to put the system into a new 
configuration and minimise the risk of it reverting. 
http://www.behaviourchangewheel.com/about-
wheel  

Behaviour Change 
A five stepped approach to behaviour 
change. This involves 1) establishing an 
implementation team supported by the 
exec team; 2) identifying a target 
behaviour; 3) understanding the barriers 
to change; 4) developing intervention 
strategies that address these barriers and 
4) monitoring change. 
http://www.improvementacademy.org/pa
tient-safety/behaviour-change-for-
patient-safety.html 

Clinical Human Factors Group   
Human factors encompass all those factors that can influence people 
and their behaviour. In a work context, human factors are the 
environmental, organisational and job factors, and individual 
characteristics which influence behaviour at work. 
http://chfg.org/ 

If you want to encourage a behaviour, make it 
Easy, Attractive, Social and Timely (EAST). 
http://38r8om2xjhhl25mw24492dir.wpengine.
netdna-cdn.com/wp-
content/uploads/2015/07/BIT-Publication-
EAST_FA_WEB.pdf  
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Schwartz rounds 
A multidisciplinary forum designed for staff to come together 
once a month to discuss and reflect on the non-clinical aspects 
of caring for patients 
https://www.pointofcarefoundation.org.uk/news/new-
research-reports-attending-schwartz-rounds-reduces-
psychological-distress/  

Joy in Work: More Than the Absence of Burnout – Institute for 
Healthcare Improvement  
Why does IHI frame the issue this way — finding joy instead of 
just battling burnout? Because addressing burnout is necessary, 
but not sufficient.  
http://www.ihi.org/communities/blogs/joy-in-work-more-than-
the-absence-of-burnout 

Practical tips to help GPs deal with burn out 

https://www.gponline.com/practical-tips-help-gps-

deal-burnout/article/1453848  

How to meditate in a moment-video 
https://www.youtube.com/watch?v=F6eFFCi12v8&a
pp=desktop  

Entrance and exit interviews 
https://learningfromexcellence.com/entrance-and-exit-
interviews/ 

How are you feeling? NHS toolkit 
This easy to use resource has been developed with 
NHS staff to: 
• help bridge a gap in understanding and enable 

us to talk openly and regularly about emotional 
health  

• assess the impact emotional wellbeing has on 
ourselves, our colleagues and on our patients  

• enable us to action plan to enable more good 
days than bad. 

http://www.nhsemployers.org/howareyoufeelingnhs  
How to ease anxiety with the ‘54321’ 
mindfulness trick 
http://www.independent.co.uk/life-
style/anxiety-5-4-3-2-1-mindfulness-activity-
trick-how-does-it-work-ease-anxiousness-
immediately-a8199296.html  
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An elevator pitch is a brief, persuasive speech that you use to spark interest in what you are 
improving. You can also use them to create interest in a project, idea, or product – or in yourself. A 
good elevator pitch should last no longer than a short elevator ride of 20 to 30 seconds, hence the 
name.  They should be interesting, memorable, and succinct. They also need to explain what 
makes you – or your organization, product, or idea – unique. 
https://www.mindtools.com/pages/article/elevator-pitch.htm 
https://www.thebalance.com/elevator-speech-examples-and-writing-tips-2061976 

Margaret Heffernan: The dangers of "wilful blindness" 
Gayla Benefield was just doing her job -- until she uncovered an awful 
secret about her hometown that meant its mortality rate was 80 
times higher than anywhere else in the U.S. But when she tried to tell 
people about it, she learned an even more shocking truth: People 
didn't want to know. In a talk that's part history lesson, part call-to-
action, Margaret Heffernan demonstrates the danger of "wilful 
blindness" and praises ordinary people like Benefield who are willing 
to speak up. (Filmed at TEDxDanubia.) 
https://www.youtube.com/watch?v=Kn5JRgz3W0o  

For Negotiation see Chapter 7 and The (IHI) Framework for Safe, 
Reliable, and Effective Care    

Using a communication tool at 
handover can improve patient 
outcomes. 
https://www.nursingtimes.net/using
-a-communication-framework-at-
handover-to-boost-patient-
outcomes/5009008.article  
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SBAR  an easy to remember mechanism that you 
can use to frame conversations, especially critical 
ones, requiring a clinician’s immediate attention 
and action. It enables you to clarify what 
information should be communicated between 
members of the team, and how.  
https://qi.elft.nhs.uk/resource/sbar-situation-
background-assessment-recommendation/  

Hello My Name Is…..a social movement supported by 
thousands of staff 
“I’m a doctor, but also a terminally ill cancer patient. 
During a hospital stay in August 2013 with post-
operative sepsis, I made the stark observation that 
many staff looking after me did not introduce 
themselves before delivering my care. It felt incredibly 
wrong that such a basic step in communication was 
missing”. Kate Granger who died in 2016. 
https://hellomynameis.org.uk/ 

Concern, Uncomfortable, UnSafe, 
Stop (CUSS) 
Similar in some ways to the "Can I 
have clarity" question, in that it 
allows someone to express 
concern regarding an instruction 
or process in a non-threatening 
way, CUSS provides a levelled and 
assertive approach to raising 
concern. https://www.med-
iq.com/files/noncme/material/pdf
s/XX054_ACS_QI_Ebrief1_no%20l
ogos.pdf 

Communicate from 
the inside out. Start 
with the WHY. Talk 
about what you 
believe and you will 
attract people who 
believe what you 
believe 

Conversations to help 
people work safely.  
https://suzettewoodward.
org/2017/10/19/conversat
ions-to-help-people-work-
safely/ 
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Healthcare Safety Investigation Branch 
Improve safety through effective and 
independent investigations that don't 
apportion blame or liability. 
https://www.hsib.org.uk/  

Can failure lead to success? 
Learn how serial entrepreneurs Jeff Bezos, Sir James Dyson, Steve Jobs, Sir Richard 
Branson and Tim Ferriss bounced back from the obstacles they faced on their journey to 
success. 
https://www.hiscox.co.uk/business-blog/serial-entrepreneurs-success-stories/ 

A key distinction of an Always Events is that 
patients, their care partners, and service users 
have identified the event as fundamental to 
improving the experience of care. A fundamental 
principle in co-designing Always Events® is to 
move from “doing for patients” to “doing with 
patients”  
https://www.england.nhs.uk/wp-
content/uploads/2016/12/always-events-toolkit-
v6.pdf  

Systems thinking-video 
A systems thinking reminder to any serious 
incident investigation in healthcare 
https://vimeo.com/234920328  

SUCCESS 
Sustaining change and building stakeholder engagement 
follows a model, known by the acronym SUCCESS, which 
stands for sponsor, understand, commit, connect, enable, 
support and sustain. 
https://www.isixsigma.com/industries/financial-
services/sustaining-change-success-model/  
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This Kings Fund guide explores what 
helps to build collaborative 
relationships among health and 
care professionals, patients, service 
users, carers and communities. 
https://www.kingsfund.org.uk/publi
cations/patients-partners  

Collaboration is not the only mode of behaviour 
likely to occur within a QI. This study revealed a 
mixed picture of collaboration. QI should learn from 
work on the challenges of collective action; set 
realistic goals; account for context; ensure sufficient 
time and resources are made available; and carefully 
manage the collaborative to mitigate the risks of 
collaborative inertia and unhelpful competitive or 
anti-cooperative behaviours. Individual organizations 
should assess the costs and benefits of collaboration 
as a means of attaining quality improvement. 
https://implementationscience.biomedcentral.com/a
rticles/10.1186/1748-5908-9-32  Quality improvement collaboratives involve groups of 

professionals coming together, either from within an 
organisation or across multiple organisations, to learn 
from and motivate each other to improve the quality 
of health services. Collaboratives often use a 
structured approach, such as setting targets and 
undertaking rapid cycles of change. This evidence 
scan explores research about whether collaboratives 
help to improve quality in health care and the factors 
that may be key to their success. 
https://www.health.org.uk/sites/health/files/Improve
mentCollaborativesInHealthcare.pdf  
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The Last 1000 Days is a vehicle for drawing 
attention to patients’ time. It is widely 
recognised that the elderly, the chronically 
ill, and those with life limiting conditions are 
the same people who spend the most time 
in healthcare settings. These are the very 
people who have the least time to waste. 
The concept has been developed to help 
draw attention to where & how time is 
wasted, to reinforce the positioning of 
patient’s time as the most important 
currency in health care and to create a sense 
of urgency. 
We aim to prioritise what can be done, 
what’s in the way and what needs to be 
different. http://www.last1000days.com/  

The Medical Pause is a practice 
implemented after the death of 
a patient. This practice offers 
closure to both the medical 
team and the patient. 
https://thepause.me/2015/10/0
1/about-the-medical-pause/ 

Swan offers dedicated support to 
patients in the last days of life and 
to their families into bereavement 
and beyond. 
The Swan scheme is a national 
scheme which is present in 47 
Trusts up and down the country. It 
was set up by the Trust’s new 
Assistant Director of Nursing, Fiona 
Murphy MBE. 
http://www.pat.nhs.uk/news/Swan-
end-of-life-care-model-launches-at-
Pennine-Acute-Trust.htm  

Fit2sit Campaign encourages frontline health professionals 
and paramedics to put an end to patients lying down on 
trolleys and stretchers if they are well enough to sit or stand. 
https://improvement.nhs.uk/resources/are-your-patients-fit-
sit/  

Surgical staff wear their names 
on their caps to stop mix ups 
and improve patient safety    
http://www.smh.com.au/natio
nal/health/rabblerousing-
surgical-staff-wear-their-
names-on-their-caps-to-stop-
mixups-and-improve-patient-
safety-20171211-h02o1c.html  
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Generating positive energy in others – 
a short blog to get you started 
https://leadershipfreak.blog/2018/01/
05/two-simple-systems-for-
generating-positive-energy-in-others/ 

The ability to influence is a crucial skill in so many 
aspects of the modern working life – whether you are 
working in cross-functional teams, managing external 
supplier relationships or networking with potential new 
clients. Here are seven tips to help you to develop your 
influencing skills. 
https://www.communicaid.com/communication-
skills/blog/communication-skills/the-art-of-influencing/ 

PERSUADING involves being able to convince others to take 
appropriate action. NEGOTIATING involves being able to discuss 
and reach a mutually satisfactory agreement.  
INFLUENCING encompasses both of these. 
https://www.kent.ac.uk/careers/sk/persuading.htm 

Influencing: What is it? Deciding how to 
have a positive impact on other people; 
building relationships to recognise other 
people’s passions and concerns; using 
interpersonal and organisational 
understanding to persuade and build 
collaboration 
https://www.leadershipacademy.nhs.uk/res
ources/healthcare-leadership-model/nine-
leadership-dimensions/influencing-for-
results/ 

Instead of reacting to or worrying about conditions 
over which they have little or no control, proactive 
people focus their time and energy on things they 
can control. The problems, challenges, and 
opportunities we face fall into two areas–Circle of 
Concern and Circle of Influence. 

We need to build 
collective as well as 
individual agency 
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The (IHI) Framework for Safe, Reliable, and Effective Care provides 
clarity and direction to health care organizations on the key strategic, 
clinical, and operational components involved in achieving safe and 
reliable operational excellence — a “system of safety,” not just a 
collection of stand-alone safety improvement projects. 
 
Frankel A, Haraden C, Federico F, Lenoci-Edwards J. A Framework for 
Safe, Reliable, and Effective Care. White Paper. Cambridge, MA: 
Institute for Healthcare Improvement and Safe & Reliable Healthcare; 
2017. A pdf of the paper can be found at: 
https://www.medischevervolgopleidingen.nl/sites/default/files/parag
raph_files/a_framework_for_safe_reliable_and_effective_care.pdf 

Leadership Academy – Response to Francis, 
Keogh & Berwick reviews; the need for 
improved leadership, leadership behaviours, 
values and competencies.  
https://www.leadershipacademy.nhs.uk/about/r
esponding-francis-keogh-berwick-reviews/  

Leading Large Scale Change 
To support leaders in this task, NHS England’s 
Sustainable Improvement team and the Horizons 
team have refreshed and updated a 2011 
publication, Leading Large Scale Change: A Practical 
Guide, to reflect today’s unique health and care 
landscape and challenges, and have produced a 
supporting skills development programme. 
The refreshed guide provides a vital and 
comprehensive round-up of all the latest thinking 
and practical approaches and tools that can be used 
in advancing large scale change programmes. 
https://www.england.nhs.uk/sustainableimprovem
ent/leading-large-scale-change/  

In 2016, thirteen organisations from health, social care and local 
government came together to create the Developing People 
Improving Care framework, based on national and international 
research, and conversations held with people across the health and 
care system. 
One year on, we highlight some of the work taking place, 
demonstrating the steps people are already taking to ensure 
systems of compassion, inclusion and improvement, are at the core 
of the health and care system.  We also set out plans for the year 
ahead and some of the steps you can take to learn more about the 
framework. https://improvement.nhs.uk/resources/developing-
people-improving-care-one-year/  
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Appreciative 
Inquiry - a short 
video explaining 
the principles 
https://www.yout
ube.com/watch?v
=QzW22wwh1J4  

Learning from Excellence. 
A call to learn from what goes well in health care. 
http://learningfromexcellence.com/resources/ 

Culture of care barometer supports organisations to understand 
the culture within organisations, multidisciplinary teams and 
groups by encouraging discussion and reflection. 
https://www.england.nhs.uk/leadingchange/staff-leadership/ccb/  

Measuring Safety Culture 
http://www.health.org.uk
/sites/health/files/Measur
ingSafetyCulture.pdf  

A key distinction of an Always Events is that patients, their care 
partners, and service users have identified the event as fundamental 
to improving the experience of care. A fundamental principle in co-
designing Always Events® is to move from “doing for patients” to 
“doing with patients”  
https://www.england.nhs.uk/wp-content/uploads/2016/12/always-
events-toolkit-v6.pdf  

The Wessex Patient Safety Quality 
Improvement Hub (QIHub) is a 
resource for health and social care staff 
using quality improvement approaches 
as a core part of their work.  
http://wessexahsn.org.uk/projects/127
/quality-improvement-hub-qihub 

Sharing Outstanding 
Excellence (SOX)  
http://wessexahsn.org.u
k/img/projects/Safety%2
01%20Safety%202%20A
ugust%202017.pdf 

https://www.ferf.co.uk/clients Favourable Event Reporting 
Form encourages positivity and learning from the good things 
that happen every day within the NHS 

Don Berwick- A promise to learn-a commitment to act. 
Improving the safety of patient s in England 
https://www.gov.uk/government/uploads/system/uploa
ds/attachment_data/file/226703/Berwick_Report.pdf 

When we are making 
decisions or evaluating 
an idea/innovation, it's 
helpful to consider 
whether bias that might 
be affecting our thinking. 
This infographic of 9 
common biases is really 
helpful.  

What great 
listeners do 
applies to anyone 
who does 
doctors 
appraisals 
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Active listening is a crucial skill in giving and receiving 
feedback, and in mentoring. Listening is not just hearing. 
Listening is an active not a passive process, and involves 
both verbal and non-verbal behaviour. The active listener 
is fully involved in the interaction, trying to understand 
what has been said or not said, and interpreting non-
verbal communications. 
https://www.skillsyouneed.com/ips/active-listening.html  

Listening is one of the most important skills 
you can have. How well you listen has a 
major impact on your job effectiveness, 
and on the quality of your relationships 
with others. 
https://www.mindtools.com/CommSkll/Act
iveListening.htm 

Types of listening. 
http://www.bbc.co.uk/skillswise/topic/types-of-listening 

Active listening involves paying attention, withholding 
judgment, reflecting, clarifying, summarizing and sharing. And 
each listening skill requires several techniques or behaviours. 
https://www.ccl.org/multimedia/podcast/the-big-6-an-active-
listening-skill-set/ 
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CQC Improvement case studies 
http://www.cqc.org.uk/search/site/p
ublications?location=&latitude=&long
itude=&sort=default&la=&distance=1
5&mode=html 

NHS Benchmarking Network 
The in-house benchmarking service of the 
NHS.  Learn more about our vibrant member 
community, involving over 330 health and 
social care organisations throughout the UK, 
and register today to get access to our full 
range of services. 
https://www.nhsbenchmarking.nhs.uk/ 

NHS Resolution 
To provide expertise to the NHS on resolving concerns 
fairly, share learning for improvement and preserve 
resources for patient care. 
https://resolution.nhs.uk/ 

This briefing has been written to introduce leaders of GP organisations to 
approaches to data sharing that enable quality improvement, and to engage 
clinicians in collaborative learning and improvement efforts. By identifying case 
studies from a range of scaled up or networked organisations, this briefing aims to 
demonstrate the potential of data sharing in different contexts to drive 
improvements across general practice. 
https://www.health.org.uk/publication/sharing-improve-four-case-studies-data-
sharing-general-practice  
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PSC ScaleUp4Safety – the PSC is 
currently testing a toolkit to support 
staff to Scale Up good practice 
initiatives.  For more information 
please go to: 
http://wessexahsn.org.uk/projects/15
9/scale-up-4-safety  
 

The PSC supports several clinical Networks.  Each is led by a PSC Programme 
Manager and a subject Clinical Lead.  The Networks all aim to connect people 
across Wessex in order to Share, Learn and Spread best practice.  They include 
Deterioration, Emergency Department, Maternity and Emergency Surgery. 
All our Networks are described in more detail on the PSC web pages which can 
be accessed at: 
http://wessexahsn.org.uk/programmes/21/patient-safety-collaborative  

NHSE’s Source4networks brings together over 450 people 
to share about leading a network.  Lots of resources and 
free to join. 
www.source4networks.org.uk 

National Quality Improvement 
Clinical Audit Network an 
independent body working 
collaboratively with national clinical 
audit and quality improvement bodies 
and regional networks. It is a 
recognised group within health and 
social care, but is not a direct function 
of the NHS England, the Healthcare 
Quality Improvement Partnership 
(HQIP) or any other similar body. 
NQICAN’s objectives will rightly reflect 
those of the NHS England and HQIP 
where clinical audit is concerned. 
http://www.nqican.org.uk/ 

The Health Foundation - Spreading Change 
The guide uses the EAST framework to organise ideas and examples. To 
make it Easy, Attractive, Social and Timely. 
It features a number of low-tech, pragmatic and manageable activities 
which can increase the spread of person- and community-centred health 
and wellbeing programmes. 
http://www.health.org.uk/publication/spreading-change 

Many organisational change 
programmes are doomed the 
second they go out the door 
because they aren't built on the 
right foundations. The key? 
Making sure that people in the 
organisation own the change   

The IHIs “7 Spreadly Sins” describe 
what organizations should not do – the 
practices that interfere with successful 
spread and scale 
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Q is an initiative connecting people who have improvement 
expertise across the UK. With almost 2000 members it 
continues to grow and by 2020 we anticipate a community of 
many more thousands. 
Q’s mission is to foster continuous and sustainable 
improvement in heath and care, creating opportunities for 
people to come together as an improvement community to 
share ideas, enhance skills and collaborate to make health and 
care better. 
 https://q.health.org.uk/  

Community of Safety and Improvement Practice (CSIP) is a Wessex wide 
network that will offer the opportunity to connect individuals and projects 
across health and care in areas of innovation, quality improvement and 
patient safety.  
It helps people to share successes, learn from each other and speed up the 
adoption of good practices that make a difference to our patients. 
Regional events and annual conferences offer its members the opportunity 
to network, make contacts, pool ideas, share resources and engage with 
peer support in order to share and learn together across Wessex. An online 
community platform facilitates networking opportunities. 
http://wessexahsn.org.uk/projects/98/community-of-safety-and-
improvement-practice-csip  
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TeamSTEPPS is a teamwork system developed jointly by the 
Department of Defence (DoD)and the Agency for Healthcare 
Research and Quality (AHRQ) to improve institutional 
collaboration and communication relating to patient safety. 
https://www.ahrq.gov/teamstepps/instructor/essentials/im
plguide.html  

A mile in your shoes-putting yourself in someone else's 
shoes and embarking on a mile long physical, emotional 
and imaginary journey to see the world through their 
eyes. 
http://www.health.org.uk/programmes/projects/walk-
mile-my-shoes-experience-real-lives-health-and-social-
care-workers 

Great healthcare is 
provided by great teams 
and civility is a core 
component of great 
teamwork. 

This publication is designed as a ‘getting started’ 
guide for managers who are bringing different 
teams together. It’s intended to be used at the 
beginning, when one or more teams plan to 
work in a more integrated way. It contains tools 
and exercises to help team members better 
understand each other’s role, attitude and 
values. It will help you to create a joint action 
plan for working together, which will be co-
produced during a series of workshops. 
https://www.england.nhs.uk/pioneers/wp-
content/uploads/sites/30/2015/03/building-
collaborative-teams.pdf  

Thames Valley & Wessex strapline has been Leadership for a 
Purpose. The focus for all there work whether at system, 
organisation, team or individual level has been based on a belief 
that effective health care teams have a positive impact on the 
delivery of healthcare and create a culture and climate where 
everyone strives to work towards a shared purpose. 
http://www.tvwleadershipacademy.nhs.uk/enews-02/importance-
working-effective-team  
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DOPE  
This “DOPE Bird Personality Test” (the dove, owl, peacock, 
eagle test – a personality test) is a very useful tool for 
gaining some quick insight into your inner workings. 
http://richardstep.com/dope-personality-type-quiz/dope-
bird-4-personality-types-test-questions-online-version/ 

The purpose of the Myers-Briggs Type Indicator® (MBTI®) personality inventory is to make the theory of 
psychological types described by C. G. Jung understandable and useful in people's lives. The essence of 
the theory is that much seemingly random variation in the behaviour is actually quite orderly and 
consistent, being due to basic differences in the ways individuals prefer to use their perception and 
judgment. 
http://www.myersbriggs.org/my-mbti-personality-type/mbti-basics/home.htm?bhcp=1 

The 7 Different Personalities in the Workplace (And How to 
Manage Each of Them) 
https://www.fundera.com/blog/different-personalities-in-the-
workplace  
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Compassion in Practice-
Evidencing the impact- a 
snapshot of the hundreds of 
activities that have taken 
place and the wide range of 
locations involved as part of 
the Compassion in Practice 
strategy which includes the 
6Cs. 
https://www.england.nhs.uk
/wp-
content/uploads/2016/05/ci
p-yr-3.pdf  

Mike Nolan: how relationship-centred 
care can improve patient outcomes-
video 
https://www.kingsfund.org.uk/audio-
video/mike-nolan-how-relationship-
centred-care-can-improve-patient-
outcomes 
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We hope you and your team find this workbook useful 

Please feel free to share widely.  To share the e-version please go 

to http://wessexahsn.org.uk/projects/215/safety-culture-programme 

If you would like to add to this workbook with:  

Quotes 

Links to tools/resources 

Then please email patient.safety@wessexahsn.net 

Clearly mark the email “NEW PPP KEYS” 

Include the specific link/graphic/quote 

This document will be continually updated (and a new version 

number shown on the cover page)   

 

 

 
 

 

 

http://wessexahsn.org.uk/projects/215/safety-culture-programme
http://wessexahsn.org.uk/projects/215/safety-culture-programme
http://wessexahsn.org.uk/projects/215/safety-culture-programme
http://wessexahsn.org.uk/projects/215/safety-culture-programme
http://wessexahsn.org.uk/projects/215/safety-culture-programme
http://wessexahsn.org.uk/projects/215/safety-culture-programme
mailto:patient.safety@wessexahsn.net

