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Welcome!
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Introducing the team

Kate Milton @KateNMilton

Karen Deeny @karendeeny1

Pip Hardy @PilgrimPip

Tony Sumner @PatientVoicesUK

Neil Churchill @neilgchurchill

Habib Naqvi @DrHNaqvi

Stuart Moore @SDMoore77

Kim Parsons @KimPars27406389

Jon Restell @jon_Restell
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• Who are you?

• How are you feeling?

Let’s break the ice
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DNA of Care: Using stories to 
support workforce programmes

Dr Neil Churchill

Director for Experience, Participation and Equalities
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‘Employee engagement emerges as the best 

predictor of NHS trust outcomes. No 

combination of key scores or single scale is as 

effective in predicting trust performance on a 

range of outcomes measures as is the scale 

measure of employee engagement.’ 

Professor Michael West 

Engaging NHS Staff
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Staff experience 
drives patient 
experience

Focusing on this relationship 
could be the most important 
move for the healthcare 
system to make.
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• Making the NHS the Best Place to Work;

• Improving the Leadership Culture;

• Tackling the Nursing Challenge;

• Delivering 21st Century Care;

• New Operating Model for Workforce;

• Developing the Full People Plan

Interim NHS People Plan - Themes
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The DNA of Care – staff digital stories

‘The intertwined relationship 
between patient care and staff well-
being has been likened to the double 
helix. And so the stories we tell each 
other are like the DNA of care, 
transmitting information and shaping 
cultures, offering learning 
opportunities and, sometimes, 
healing.’

Pip Hardy and Tony Sumner, 2016
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• Compassion

• Staff as carers

• Clinicians in distress (wounded healers)

• Leading change across boundaries

• Learning from serious incidents

Five initial themes – 33 stories
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Touch
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https://www.patientvoices.org.uk/flv/1006pv384.htm
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• Stickers, created by Dr Claudia Gore, had received 
13214 hits on the Patient Voices website as of the end
of May 2019.

• Opened up conversation with the organisation about 
resilience, allowing self-care/compassion, pressure of 
NHS today, burn-out, etc.

• Creating Stickers enabled Claudia to make Pieces, about 
how a serious incident affects teams; the story has led to 
improved staff support following serious incidents.

How Imperial College Healthcare 
NHS Trust uses digital stories
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• This led to many more stories being made by young 
patients and families at Imperial College Hospitals, which 
have been used as a force for change and to improve 
knowledge of the impact of long-term chronic conditions.

• Unable to obtain HR analytical data from the Trust, but 
we hope that there has been an impact on absence and 
turnover as a result of the culture change the stories have 
brought about.

‘There is an inextricable link between staff and 
patient/family stories – they all improve the way we 
care for each other and provide care for patients.’

How Imperial College Healthcare 
NHS Trust uses digital stories
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• Workforce Race Equality Standard (WRES)

• Workforce Disability Equality Standard 
(WDES), including Learning Disabilities 
Employment Programme 

• Social Partnership Forum Call to Action on 
Bullying and Harassment

Themes for the new digital stories
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• Share some of the recent digital stories. 

• Consider how we can use them to help make the NHS 
the best place to work.

• Explore how they can help improve the leadership 
culture throughout the NHS.

• Explore their effectiveness in improving experiences of 
care.

• Think about how we can best promote the stories and 
use them even more effectively across the NHS.

• Identify actions you can take in your workplace to use 
the digital stories to make a difference.

Why are we here today?
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NHS England and NHS Improvement

Thank you.

@neilgchurchill

NHS England and NHS Improvement

Dr Habib Naqvi
Policy Lead for the NHS Workforce Race 
Equality Standard

Workforce race equality in 
the NHS: the importance 
of staff voice
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The NHS belongs to the people. 

It is there to improve our health and wellbeing, supporting 

us to keep mentally and physically well, to get better 

when we are ill and, when we cannot fully recover, to 

stay as well as we can to the end of our lives. It works at 

the limits of science – bringing the highest levels of 

human knowledge and skill to save lives and improve 

health. It touches our lives at times of basic human need, 

when care and compassion are what matter most. 

The NHS Constitution
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Discrimination by protected 
characteristic

In the 2017 survey 
there were 55,535 
staff who reported 
experiencing 
discrimination at 
work.

Ethnicity has 
consistently been 
the most commonly 
reported reason for 
discrimination 
across the last five 
years.
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Ethnicity of NHS staff in London 
trusts by AfC bands 2018
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• 1.4 million people work in the NHS

• 20% staff from BME backgrounds

• 28% GPs from BME backgrounds

• 40% of Hospital Doctors are from 
BME backgrounds

• 21% Nurses and Midwives 
(qualified and unqualified) Rising to 
50% in London

Black and minority ethnic 
(BME) staff in the NHS

But…

• 8 BME CEOs (from ~231 

Trusts)

• 9 BME Chairs

• 9 BME Director of Nursing

• 37 BME Medical Directors

• Less than 5% very senior 

managers from BME 

backgrounds 

An improvement since 2016!
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The reasons for tackling workforce 
race inequality in the NHS

THE QUALITY CASE 

• Helps ensure high quality care, patient satisfaction and 
patient safety

• Link between staff satisfaction and patient outcomes

THE FINANCIAL CASE

• Staff engagement and organisational efficiency 

• Implications for boards

THE LEGAL / MORAL CASES
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The importance of staff stories: being 
comfortable with the uncomfortable…
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TWITTER:

@DrHNaqvi

WEB:

www.england.nhs.uk/wres/

EMAIL:

england.wres@nhs.net

Resources and further 
information
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• June Green

• Sujaa Arokiadass

• Owen Chinembiri

Storytellers
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Winifred’s journey

https://www.patientvoices.org.uk/flv/1200pv384.htm
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Dare to dream

https://www.patientvoices.org.uk/flv/1174pv384.htm
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Where are you from?
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https://www.patientvoices.org.uk/flv/1202pv384.htm
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Time for a break
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Reflection and discussion
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Stuart Moore and Kim Parsons

An introduction to the 
Workforce Disability 
Equality Standard (WDES)
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Stuart Moore
Project Coordinator – NHS 

Workforce Disability Equality 
Standard

Kim Parsons
Communications and 

Engagement Lead – NHS 
Workforce Disability Equality 

Standard
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• Ten evidence-based Metrics which took effect from 
1 April 2019.

• Enables NHS organisations to compare experiences of 
Disabled/non-disabled staff. 

• Restricted to NHS Trusts and Foundation Trusts in the 
first two years of implementation.

• Data must be reported by 1 August and action plans 
published by 30 September 2019.

What is the WDES?
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WDES Metrics
ESR

• Workforce 
representation

• Board 
representation

Staff Survey

• Bullying, 
Harassment, 
abuse and 
reporting

• Career 
opportunities

• Presenteeism
• Feeling valued
• Adjustments
• Engagement

Local data

• Recruitment
• Capability
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• Greater transparency, enabling better data reporting and analysis.

• The collection and reporting of data will enable organisations to better 
understand the lived experiences of their Disabled staff.

• Organisations will be able to use the data to undertake year on year 
comparisons,  highlighting areas of improvement and areas where 
further work is needed.

• Will enable NHS Trusts and Foundation Trusts to compare their 
performance with their peers.

Benefits for organisations
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WDES data will prompt and drive NHS organisations to take action and improve 
the experiences of Disabled staff.  As a result:  

• It will support the development of good practice, e.g., better management of 
workplace adjustments.

• Improve recruitment processes and target attention on maximising the career 
potential of Disabled colleagues.

• Build on the ethos of ‘Nothing about us without us’.

• Through developing role models and storytelling of lived experiences, will 
support positive change for Disabled colleagues and enable a more inclusive 
environment for Disabled people working in the NHS. 

• Raising awareness of disability will support improvements in patient care.

Delivering improvements for 
Disabled staff
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• David Gill

• Sheena Mansell

• Lydia Warren

Storytellers
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A future with Autism?
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https://www.patientvoices.org.uk/flv/1169pv384.htm
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Toil
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Believe in me
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https://www.patientvoices.org.uk/flv/1171pv384.htm
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Reflection and discussion
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Time for lunch
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The DNA of Care:
A brief history

24th June 2019

Dr Pip Hardy

@PatientVoicesUK Co-founder, Patient Voices Programme
@PilgrimPip Honorary lecturer, University of Manchester Medical School 

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
www.england.nhs.uk www.patientvoices.org.uk/dnaoc.htm

Patient Voices

patience, noun. calm 
endurance of pain or 
any provocation; 
perseverance 

patient, adj. having or 
showing patience

voice, verb. give 
utterance to, express 

Concise Oxford Dictionary, 1964

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
www.england.nhs.uk www.patientvoices.org.uk/dnaoc.htm

Stories and statistics

‘Statistics tell us the 
system’s experience of 
the individual, whereas 
stories tell us the 
individual’s experience 
of the system…’

Tony Sumner, 2009

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
www.england.nhs.uk www.patientvoices.org.uk/dnaoc.htm

A model for transformation

• Involving and engaging patients/people
• Placing patients /people firmly at the 

heart of care
• Listening to their stories
• Learning from their stories
• Promoting reflection
• Prompting discussion and debate
• Strengthening inter-professional 

education and  collaborative practice
• Contributing to research
• Improving quality and safety
• Touching hearts and minds
• Catalysing organisational change

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner
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A model for transformation
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The DNA of Care: 
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The DNA of Care
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The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner
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Five themes

• Compassion
• Staff as carers
• Leading change across boundaries
• Learning from serious incidents
• Clinicians in distress (wounded healers)

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
www.england.nhs.uk www.patientvoices.org.uk/dnaoc.htm

What happened?

• Five workshops
• 33 storytellers
• 34 stories

• Reflection
• Insight
• Connection
• Healing

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
www.england.nhs.uk www.patientvoices.org.uk/dnaoc.htm

The workshops….

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner
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What storytellers said

‘There’s something very important about the collective process 

as well as the collective product. My story is the product of 
everyone here as well as my own.’

‘The miracle is looking through each other’s eyes.’

‘Since sharing the story I have felt a sense a peace and 
contentment as it really allowed me to understand exactly why I 
am here in this job.’

‘Listening to all the stories gives us insight into other people’s 
experiences.’

‘If we can connect with each other then there’s hope for the NHS.’

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
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What their stories said…

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner
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www.england.nhs.uk www.patientvoices.org.uk/dnaoc.htm

So what’s changed for storytellers?

• Role and purpose clearer
• Rejuvenating
• Enhanced reflection
• Catharsis
• Positive processing 
• Moving on/fresh perspective
• Positive decisions for change
• Thinking differently about other 

staff/roles
• Better at self-care
• Increased creativity
• ‘Like years of therapy condensed 

into three days’

• Therapeutic resolution of a 
long-standing issue

• Changing conversations
• Sharing vulnerabilities
• Increased awareness of 

others’ stories and 
experiences

• Increased confidence
• Increased openness
• Increased courage
• Personal and professional 

development
• ‘I’m a better doctor now’
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The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner
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How have the stories been used?

• NHS Expo
• Sheffield Compassion Conference
• DNA of Care launch event
• ‘All Together Better Health VIII’ 

conference
• UH ‘Achieving and sustaining person-

centred care’ conference
• CAIPE Chair’s event
• RCN Centenary Lectures at Teeside

University
• RCN Resilience event
• East of England Directors of Nursing 

Forum
• UCLH Dept of Anaesthesia
• UCLH Governor's Event
• UCLH website
• Edge Talk

• Northeast Palliative Care symposium
• RCN Resilience Event
• North Tees & Hartlepool NHS FT Culture 

event
• South West Experience of Care Network
• United Lincolnshire Hospitals Patient 

Experience Conference
• National Directors of HR Forum
• ISQua international conference
• Storytellers’  own teams and organisations
• Point of Care foundation 

Digital Schwartz Rounds
• Fundraising
• Making the case for ‘compassion pods’
• Raising awareness of seldom-heard voices
• National and international conferences
• And much, much more

The DNA of Care: 
a brief history

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories 24th June 2019
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What else?

• Official launch 
• An MSc 
• Stories of the stories
• Shared learning event
• Storytelling projects at 

Imperial and UCL
• Book chapter
• Numerous presentations
• Facilitation guides
• Website stats: 147,830 hits

The DNA of Care: 
the importance of listening to staff

Pip Hardy and Tony Sumner

Improving care for everyone through reflective digital stories ICA, London  2nd November 2016www.patientvoices.org.uk © 2016 Pilgrim Projects Limited www.patientvoices.org.uk/dnaoc.htm

Thank you

‘Every light was a story 
and the flashes 
themselves were the 
stories going out over 
the waves, as markers 
and guides, comfort 
and warning.’

Jeanette Winterson, 2005

NHS England and NHS Improvement

Tackling bullying in the NHS: 
a collective call to action

John Restell

Chief Executive, MiP
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• NHS Long Term Plan

• Workforce Implementation Strategy

• Key SPF Messages: Keep carrying the torch

• The nature of the action needed is different

• Action should be more local and regional

• What are the cultures of the systems and how can 
they model the right behaviour? 

• Best practice and stories should be shared

The national direction for tackling 
bullying
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Tackling bullying in the NHS: 
connecting the system

• Widespread and entrenched issues –
a persistent and resistant problem

• Long term, collaborative and sustained effort 
needed

• Organisational, team, individual and system level
effort required

• Using resources (including stories) to challenge 
cultures and behaviours and to lobby for positive 
change
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Bullying and harassment: 
changing the conversation 

• Sharing learning across organisations about 
what and doesn’t work

• Helping leaders and organisations to 
continuously improve their behaviours and 
cultures

• Identifying and raising awareness about the 
impact of bullying on both staff wellbeing and 
patient care – unacceptably high prices to pay

• Frontline experiences and the case for change 
Making the workplace better           #Exp4All          #MakingTheWorkplaceBetter #DNAofCare
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• Kate Milton

• Martin Hallam-Benn

• Jo Cash

Storytellers
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Rescue remedy

Making the workplace better           #Exp4All          #MakingTheWorkplaceBetter #DNAofCare
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Diagnosis
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Choice
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Reflection and discussion 
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Your thoughts…
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Time for a break
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Call to action

‘We must be the change we 
want to see.’

Mahatma Gandhi

‘How wonderful it is that 
nobody need wait a single 
moment before starting to 
improve the world.’

Anne Frank 1945
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• How can we use stories to take these three 
agendas forward?

Call to action
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Thank you.


