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First things first - a word of thanks

* Progress in important areas:

—record low waiting times, improvement in cancer
and heart disease care, increasing patient
satisfaction, turnaround of deficits

* Whilst managing:

— financial pressures, staff morale, reform, service

re-design, Agenda for Change and MMC

* | can see the essential and valuable contribution
NHS HR teams are making

What | bring to the Health Service

« Commitment to improving lives : customers, staff
and communities

» Experience of doing it : based on a culture of respect,
listening & responding, and hard data

» Track record of partnership : partnership became a
business ‘must have’ at Tesco

» History of public service: alongside private sector
roles | have served in education for many years




How is public value created?

‘...the value created by
public bodies is analogous
to the private value created
in the market by private
companies’

... need 3 measures to
run GE. Customer
satisfaction, staff
satisfaction & cash flow

Professor Moore, Harvard University

Jack Welch, Previous CEO of GE

NHS is not a business but is ‘business like’

First impressions on value creation

* satisfying patients
» making sure that staff are well managed & involved
« controlling costs

Leaders and colleagues who can:
1. listen and be responsive
- to the public (nationally and locally)

2. measure what matters
- so services work (quality, access, satisfaction etc)

3. performance manage
- focus and simplify, motivate staff & support improvement vs blame
4. search for the truth

- seek all evidence vs just that which supports your case
Work Foundation Public Value Consortium Report, Nov ember 2006




My own experience

Core purpose, shared values, deep customer & staff
insight, an operating model & balanced scorecard

A powerful way to enable confident action

What I'm learning about staff satisfaction

Early days for me, but I'm hearing what matters to staff:

Patients — it's fulfilling to provide care but
relations can be difficult (inc. relatives) & the focus
elsewhere (inc. targets) can reduce satisfaction

‘One team’ behaviour — can make or break
satisfaction; trust and mutual respect is core

Being able to do a ‘proper job’ - reduces
satisfaction when things get in the way

Humanity — being a public servant and caring for
others. Our language needs to be about ‘human’
care, not ‘factory efficiency’




Our challenge

Staff

A\ N A

What is it that matters to patients, staff and the
public?

How do people feel working for the NHS now?

PAST MEMORIES CURRENT PERCEPTIONS

CONFLICT Application of
Epitome of FUNCTIONAL (absolute)
: : business
public service &
procedures
EMOTIONAL
Patient care Dedication Market pressures
Democracy Vocation Financial management

» These views are exaggerated but show two
approaches which openly fight against each other




There needs to be a clear vision

PAST MEMORIES CURRENT PERCEPTIONS

Application of
(absolute)
business
procedures

N

THE NEW REALITY

A cqnfldent, e.f f|qe nt, ¢ Meaningful targets
caring organisation
¢ Clear route maps

Relevant initiatives

« Refocus on patient
care/experience
¢ Learning organisation
* A celebrated organisation
CLINICIANS AND MANAGEMENT
WORKING TOGETHER IN MUTUAL RESPECT

WHAT THE NHS DOES FOR ITS PEOPLE AND SOCIETY AT LAR GE

Immediate workforce challenges

| am hearing 5 common themes:

* Leadership development

* Frontline engagement & social partnerships

» Workforce planning & education funding

» Connectivity between policy & implementation
* Follow through on Agenda for Change




Moving forward

8 focus groups with staff held across England this month.
Key findings:

Concern expressed about current raft of reforms and
the financial pressures, however....

Attitudes towards the NHS as a structure, working
environment and concept were wholly positive

All wanted to see and feel they are making a
difference to patient’s lives

There is a lot to do & some strong foundations to b uild on

Summary

6 months in — | am very pleased to be here

| recognise the achievements we can be rightly prou  d
of eg Agenda for Change

There are real challenges going forward  and staff are at
the heart of working through these

It is important to stay focused on improving lives for
patients, staff and the public

Who cares wins since if we look after our staff they can
look after patients

Partnership working needs to become a ‘must have’

Thank you for inviting me here today
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