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[image: image2.emf]Our patients are introduced to 

all healthcare professionals 

involved in their care, and are 

made aware of the roles and 

responsibilities of the 

members of the healthcare 

team

Our patients are actively involved 

in making decisions about their 

care, and supported to make fully 

informed choices about 

investigations, treatment and care 

that reflect what is important to 

them, ‘no decision about me 

without me’ (NHS Constitution) 

Patients are asked if they 

want their partner, family 

members and/or carers to 

be given information about 

their care, and their 

preferences are respected 

and reviewed throughout 

their care

Our patients are partners and actively 

involved in decisions regarding service 

improvement and redesign

Our patients can expect 

information about their care to 

be exchanged in a clear and 

accurate way between 

relevant health and social care 

professionals, so that their 

care is coordinated with the 

least possible dleay or 

disruption

Our patients are cared for by staff 

who can communicate with them in 

a clear and understandable way

Our patients are helped by 

healthcare professionals to 

understand and make 

informed decisions about 

relevant treatment options, 

including benefits, risks and 

potential consequences of 

care, therefore supported to 

give their informed consent 

(where able)

Our patients are made aware that they can 

ask for a second opinion

Our patients see the same 

healthcare professional or 

healthcare team throughout a 

course of treatment whenever 

this is possible
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We work in partnership

Our pledge

Ensuring an excellent patient 

experience

Our patients are treated with dignity, 

kindness, compassion, courtesy, 

respect, understanding and honesty

Our patients have their choices respected and 

supported when deciding whether to accept or 

decline treatment, and when choosing between 

treatments

Our patients experience care 

that is tailored to their needs 

and personal preferences, 

taking into account their 

circumstances, how easy it is 

for them to use the services 

they need, and for any other 

health problems they have

Staying in for our inpatient 

facilities are provided with single 

sex accommodation and are 

regularly checked and asked 

whether they need any extra 

support

Our patients have the 

opportunities to discuss their 

health beliefs, concerns and 

preferences, and these are 

taken into account when 

making decisions about their 

care

Our patients are given clear 

advice about who to contact 

about their needs, how to 

contact them and when to 

contact them

Our patients will have a jointly 

developed, signed, personalised 

care plan
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them, ‘no decision about me 
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Patients are asked if they 

want their partner, family 

members and/or carers to 

be given information about 
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Our patients are partners and actively 

involved in decisions regarding service 

improvement and redesign

Our patients can expect 

information about their care to 

be exchanged in a clear and 

accurate way between 

relevant health and social care 

professionals, so that their 

care is coordinated with the 

least possible dleay or 

disruption

Our patients are cared for by staff 

who can communicate with them in 

a clear and understandable way

Our patients are helped by 

healthcare professionals to 

understand and make 

informed decisions about 

relevant treatment options, 

including benefits, risks and 

potential consequences of 

care, therefore supported to 

give their informed consent 

(where able)

Our patients are made aware that they can 

ask for a second opinion

Our patients see the same 

healthcare professional or 

healthcare team throughout a 

course of treatment whenever 

this is possible
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We work in partnership

Our pledge

Ensuring an excellent patient 

experience

Our patients are treated with dignity, 

kindness, compassion, courtesy, 

respect, understanding and honesty

Our patients have their choices respected and 

supported when deciding whether to accept or 

decline treatment, and when choosing between 

treatments

Our patients experience care 

that is tailored to their needs 

and personal preferences, 

taking into account their 

circumstances, how easy it is 

for them to use the services 

they need, and for any other 

health problems they have

Staying in for our inpatient 

facilities are provided with single 

sex accommodation and are 

regularly checked and asked 

whether they need any extra 

support

Our patients have the 

opportunities to discuss their 

health beliefs, concerns and 

preferences, and these are 

taken into account when 

making decisions about their 

care

Our patients are given clear 

advice about who to contact 

about their needs, how to 

contact them and when to 

contact them

Our patients will have a jointly 

developed, signed, personalised 

care plan




Background

What makes good people do questionable things?



By fully understanding our service user’s needs, staff will feel empowered to stand up and make changes to ensure our values are expressed through our behaviours. 

“Courage enables us to do the right thing for the people we care for, be bold when we have good ideas, and speak up when things are wrong”

Establishing a clear concept of quality makes it easier for staff to deliver services they are proud of and for people to receive care and support that treats them with dignity and respect and fully meets their needs. 

What are you going to do?

Every service will develop your own ‘Our pledge’.

Why are you doing this?

This will replace our privacy and dignity policy and form part of our customer experience strategy.  

It will:

· be based on NICE quality standards for patient experience and is aligned to our organisational values

· provide evidence for CQC registration

· have the ability to integrate other national or local priorities to make it unique to your service, e.g. Developing the culture of compassionate care (commissioning board, Sept 2012)

· assist in transforming our values into appropriate behaviours

· bring policy into practice in the form of a visual poster that is signed by each member of staff to present a united agreement

· improve staff engagement and ownership by developing a service specific pledge

· give us outcome measures to utilise when implementing future patient experience programmes
· by displaying this document, patients, relatives and carers will have a mutual understanding of exactly what to expect from your service and also what you expect from them in return, ensuring that all expectations are met.

How are you going to do this?

Step 1: Understanding your customer
We understand that good quality care does not have the same meaning for everyone because it depends on the point of view of the person who needs/uses the service.  It is vital we understand our service users/carers to be able to deliver an excellent experience of care. Service users need to know what to expect when they use our services.

Ask yourselves these three questions:

1. Who are your customers?  (you may find different members of your team have different customers, for example your admin team might benefit from doing a separate pledge).

2. What does a good experience look like?  (think about and review what your customers say from your compliments, complaints and previous results).
3. Are there any national or professional standards/guidelines that you could reference?  (NICE guidelines or quality standard, code of conduct, national statistics, CQC requirements etc).
Step 2: Developing your pledge
You will need:

· blank template

· organisational “our pledge”

· completed pledges from other services for reference

· any relevant guidance applicable to your service e.g. NICE

· your team (we recommend you work as a team and include every member)

The organisational “Our pledge” should be used as the basis for your adapted pledge.  This document contains all the NICE quality standard recommendations for providing an excellent patient experience.  They are presented in a pictorial form to demonstrate how these relate to our organisational values.  All statements appropriate to your service should be utilised and/or reworded.
Step 3: Final steps to complete your pledge

· Send your statements (including how many posters you require) to your clinical quality facilitator for formatting

· Update your GAIN action plan 

· When you receive your poster, put it up in a prominent position and get staff to sign

· The pledge will also be presented as a leaflet which will be given to new staff on induction
Top Tips

· Try and get everyone involved – it is important that every member of your team feels engaged.

· If completing in a big group, it might be a good idea to split the group up into 3 teams each working on one of the statements for each value, then you can bring together at the end.  This will avoid repetition.

· The first thing to do is to go through the statements and cross off any that are not appropriate for your service. 

· You can make more than one pledge for your team, think about who each member’s customers are (you can make clinical and admin versions)

· Keep your statements jargon free and in plain English

· Contact your clinical quality facilitator if you have any queries
  Our Pledge


   How to create an individual�pledge for your service
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What do you think?








How can we ensure we don’t keep repeating history?









Our pledge
Page 2
    29/01/2013

_1413630148.vsd
We are caring and 
compassionate



