
PROGRESS LEVELS
KEY ELEMENTS

The organisation 
understands the 
importance of 
involving patients, 
relatives and carers in 
quality improvement 
and assurance 
activities and plans, 
and has affirmed its 
intention to do so. 
Basic patient feedback, 
such as friends and 
family test is also 
collected.

A strategic plan and 
approach is in place to 
engage with patients, 
relatives and carers. This 
plan is aligned with board 
understanding and 
approach and embedded 
in core committees.  

Representatives of 
patients, relatives and 
carers contributed to the 
development of the 
quality strategy and other 
related strategies. There is 
a structured approach to 
collect patient and 
stakeholder feedback and 
this is consistently 
considered at board and 
other committees.

Patient experience and 
complaints targets are 
being met. Patients, 
relatives and carers are 
confident in the 
receptiveness and 
effectiveness of the 
organisation and this is 
reflected in the results of 
local and national surveys.

Patients, relatives and 
carers play a proactive role 
in all decision making – 
supporting and influencing 
strategic priorities and 
approach. Also, they are 
part of the quality 
improvement 
methodology.

Quality assurance data is 
used to escalate and 
address issues proactively 
at an early stage.

The organisation is 
regarded as a national 
exemplar with regards to 
the approach taken to 
digital assurance and 
supports.

Others learn from our 
organisation. We are a 
national leader in terms of 
removing unwarranted 
variation.

External recognition of the 
approach taken to 
stakeholder and patient 
voice – publications seen 
and other organisations 
following exemplar lead. 

Across the 
organisation, there is 
an understanding of 
the important role that 
quality data plays in 
driving improvement 
with regard to the 
quality of care.

We have agreed 
process standards for 
quality assurance.

The board and its quality 
committee regularly 
scrutinise the evidence 
from the organisation’s 
digital QA system. Staff 
are empowered through 
training to properly utilise 
data to drive 
improvement.

We measure the standards 
and scrutinise variation. 
Hypotheses for variations 
have been established.

IT systems and information 
governance protocols 
support the easy sharing 
of information and data, 
and this is routinely used 
to guide decision-making.

We have created an 
effective action plan to 
address variations in 
quality.

The board has confidence 
in the quality of its data 
and there is evidence that 
this is used effectively and 
consistently by 
operational managers and 
the board to drive 
forward the performance 
of the organisation.

The process for ongoing 
measurement has 
contributed to a 
perceptible reduction in 
variation to the standard. 
We benchmark our 
performance with others.

We learn from other 
organisations and 
implement best practice 
wherever practical.
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