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What 1s culture? What happens when
no one is looking
The way that

we do things

E—

‘Tricordant



The Tricord™

‘Tricorda nt



‘Tricordant




Where we stand determines what we see
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Going Deeper

what we see

what we say

what we believe
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Background and Methodology
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Background

« In Autumn 2019, Board prioritised work * approach been used in many trusts,
on culture, seeking a long term effort to including acute trusts of a similar size to
improve. St George’s

e Chose the NHSI framework known as the
‘Culture and Leadership Programme’

Phase 1

DISCOVER

Tools to identify the
culture of our
organisation

Phase 3

DELIVER

Implement collective
leadership strategies

Phase 2

DESIGN

Co-design collective
leadership strategies

Outstanding care
every time



11

Culture Champions —
the heart of the work

 Central to the Programme
are over 30 ‘culture
champions’, advocating for
and delivering the work

* Internally recruited by an
application process,
ensuring maximum
diversity.

« Champions will continue to
fulfil role for phases 2
(‘Design’) and 3 (‘Deliver’).
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NHSI Culture and Leadership Programme
A framework for improving organisational culture

Levels Inter team Organization |  Cross organisation

Leadership behaviours Cultural elements Outcomes

Facilitating shared agreement Encouraging pride, Vision and values
about direction, priorities positivity and identity in Constant commitment o
and objectives the team / organisation guality of care

Quality and value

(Clinical effectivensss,
positive experience,
safe & financial
efficiency)

Goals and performance
Effective, efficient, high quality
performance

Ensuring effective Ensuring necessary resources
performance are available and used well

Support and compassion

Valuing diversity and fairness Support, compassion & inclusion for Continuous

Modelling suppart and

compassion all patients and stafi L e
: ) : Learning and innovation

Enabling learning and Helping people to Continuous learming, quality
innovation grow and lead .

improvement and innovation

Healthy, flourishing

Building partnerships Team Work and engaged staff

between teams, departments, Enthusiastic cooperation, tearn working
and arganksations & support within & across ongs.

Building cohesive and
effective team working

Diversity and
demographics H and abilities

Workforce capacity i Numbers ;
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5 Cultural Elements - the scaffold

Levels Inter team Organisation Cross organisation

Cultural elements

Vision and values
Constant commitment to
quality of care

Goals and performance
Effective, efficient, high quality
performance

Support and compassion
Support, compassion & inclusion for
all patients and staff

Learning and innovation
Continuous learning, quality
improvement and innovation

Team Work
athusiastic cooperation, team
& support within & across g
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Diagnostic Tools and Data Collection

Diagnostic Tools Data collection / analysis activities undertaken # of participants
ﬂ Culture and outcomes dashboard * Primarily Staff survey data 1000+
—— High level understanding « MES, Friends & family test, Pulse survey tools
Q f:a;d ir';FEWiEﬁ » 25 senior leaders interviewed including non-executive directors, o5
: # Boan’s approach 1o SUpparting executive directors and divisional leaders

effective organisational cultures

__  Leadership behaviours survey + Online questionnaire targeting staff at Band 7 or above
#  Staff and stakeholder views on behaviours of ) - ) 500+

organisation’s staff and leaders asawhole  *  Includes questions about the individual and group leadership

i Culture focus groups « Over 30 focus groups - junior staff from across sites and services

| Indraduals experience of _ . . . 180
current organisational culture » Also includes COVID debriefs and BAME listening events

Qi, #:ademh"’.w',"”“rm analysis Current and future leadership capacity - numbers, diversity

' e organlsatlon s needs an lo

leadership workforce capacity A combination of quantitative and qualitative data

1000+ patient
comments

. + . .
Sy Patient experience * Used pre-existing patient experience data
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Where we are now Iin the process

» COVID affected progress, but we kept going and * Now in further cycle of engagement - a core part of
have hit deadlines the participatory process, to keep people with us

« Consolidating awareness, ownership and energy

 Entered phase 2, shared findings with Board and
for change at all levels . Go slow to go fast..

staff, gathering responses to shape action plan

FPhases 2 & 3
Findings S=port | 160 :rﬂ:;ur:-:
Eriormimanion of
EH':I:#IWI I:::wm SCThores Wikl ey
(- EoEWEC —H Acion Planning |—} _’m""’Eﬂ
- Sanior Lamcers ) EmE"’"’u""m‘
- Saam B

Depmion B agres Tl

Deaimiom 10 vl o L.
wars o of R
Chanpe Programmes

——— | Immlemartation

Fwinpost dh
G0 Programms
Board Sructurs! I
.a,nrr..“-..ﬁ ‘i.mum-u i CT1 Frog Exard ACDIProgBoard  CDI Prog Board J4




Summary of Findings
Results of the ‘Discover’ Phase
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Cultural Element 1: Vision and Values
Findings from each diagnostic tool

@®-positve @ =Neutral

This cultural element describes a strong culture as everyone taking responsibility in their work for living a shared vision and embodying shared values
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@=Negative

Diagnostic Tool

Summary of Findings

Overall Sentiment

Board interviews

% Non-executive directors,
executive directors and divisional
leaders

+ Commitment to see a stronger level of connection and collaboration across divisions and teams
» Tendency of ‘silo working’ in the Trust

» Vision and values are not cascaded down

» Values are recognised more than the vision

» Values do not influence strategic decisions

* A gap between values and action — ‘behaviours do not reflect what we describe’

» Many staff do not feel empowered to speak up

Leadership Behaviours survey
Band 7 members of staff and
above

J

» Lacks direction (i.e. vision) and clear leadership (i.e. displaying the values)
» Values are clear but ‘way of living those values is not that clear’

[ | Focus Groups
Junior staff across different sites,
services, and professions

» Vision is not clear (i.e. 5 year Trust strategy)

» Lack of voice in shaping direction

» Lack of clarity about priorities and values are not embodied consistently by senior staff

» CEOis seen as visionary and connects across the organisation

» Better understanding of values than vision

» Siloes, divisions and barriers prevent collaborative working and create competition between departments

Dashboard
Primarily staff survey data

By

» Lack of consistent appraisals prevent discussions about vision and values

»  Senior leadership team do not display the values

» Bullying culture - bullying behaviour managed poorly with no consequences
» Staff feel penalised for speaking out

Patient Experience
Patients

1

» Excellent service and outstanding service

Outstanding care
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Masses of data! Boiling it down..
Cultural Element 1: Vision and Values

O,

Areas for Improvement

Strengths
Key Learnings

Outstanding care
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And boiling it down some more.. people want..

Clearer decisions on the Trust’s priorities which balance the needs of the
organisation, staff and patients (people feel overwhelmed & disconnected)

To nurture an environment where everyone feels safe to share their views
and learning (psychological safety needs to improve for good of trust and
learning)

To invest in building strong leadership at all levels

To commit to long term improvement supported by consistent processes and
structures

To place learning, innovation and teamwork at the heart of how we do things.

To create an environment where staff feel empowered to work together to
Improve services

Muumnqu care
every time



Putting it in writing and sharing it transparently

INHS]

St George's University Hospitas
-

¥ Faarcrsoe Tust

Culture discovery phase — findings
November 2020

St Geonge's Quiture Champlens, Raport of Findings « Discovery Phase. November 2000

E‘ OVEM --;.’:‘;?‘,:,igbl" 4 | RE
St eSsitecoban fulrodebon redaclensfodedn b0

Our Culture

What you toid us, and how you can help

from Now wa tat aach other, to

this via our intrangt. Go to ‘Culture
change programme - 2020 tab on
the right hand sida of the iIntranat

romepage.

Howgvar we krow how busy you
9. 50 this cocument SUMMarses
what you and our patents %00 our
cubre champkns. It also Sets out
whiat happans next, and how you
can halp.

Seatt on the
Bellzed celebting
Ciap for Carers

o ugmm—

Who we spoke to

+ V& hald over 30 focus
5 wih sty
25 of our senor
dinclans and managens
wan IManvowa tuding
Trust Board mambers
+ Mora than 500 stalf complated
an onling survay
+ V& also used data from
27ange O oI SOLICHE
nchaang the NHS Stalt survey
+ Ve aiso used feachack from

patants; & g e NMS Friands

and Family test

What you told us

Wa are grataful o &1 stalt for
sharing such hoowst feadback
and for helping us understand
our organisational cuture battar
Hera. wa have summansed the
kay Aindings. tut plaase log omo
our intranst homapage 0 acoess
the Tull, cataliea document It

you wish 10
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Creating a model to build a plan around
5 Areas of Potential for a Stronger Culture

+Compelling vision and purpose
Data from ‘Discover’ Clarity of +Clear expectations and priorities; realistic targets
phase further analysed Pu?;!cl:geo& -Systematic accountability for delivery

and grouped into 5 core
areas of focus, plus one
cross-cutting imperative:
living values

*Inclusion and psychological safety
*Compassion
*Healthy and well people

Compassionate &
Inclusive Leadership

5 areas that hold most
potential for building a
stronger culture.

Efficient sharing of resources and learning
Teamwork & Collaboration *High performing teams

Each core area contains «Strong relationships and trust across boundaries

3 main factors to help
explain it and create
meaning.

eIndividual development to fulfil potential
Learning & Continuous Improvement A learning organisation

Providing a bridging point -Capachly to/lead|change

between NHSI cultural ‘
elements and SGH
context.

Consistently livingthe values
through our behaviour

«Stable and streamlined organisational
systems

+Simple and clear policies and processes
+Consistent use; eliminated workarounds

Integrated Systems & Processes

Qutstanding care
every time



If we had our time again.. (we'd do a lot the same!)

Set expectations with Board well ahead and continually educate and
recap about process and outcomes along the way

Keep going, even when there’'s a pandemic, but improvise and listen!

Engage a diverse group of internal advocates — contract clearly for
their time: don’t underestimate desire to contribute.

Work with where the energy is, but keep a compass handy. Find those
who care and trust them to lead — manage risk of mission creep by
staying connected (social movement meets NHS hierarchy)

Give tasks time they need, but mobilise resource to keep momentum —
use auxillary expertise to accelerate and deepen insight from data

Use formal channels and informal networks — both matter: internal
comms, formal hierarchy and ‘bottom up’ all play a part

22
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Book a slot with one of our team to explore your own challenges and get specific help and
advice https://www.tricordant.com/free-45-minute-consultation
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