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Foreword
It has been over 4 years since colleagues at UHMB 
developed our Behavioural Standards Framework (BSF) 
to respond to feedback received through the national staff 
survey. 

Using the Listening into Action approach, the BSF was 
written by our colleagues, for our colleagues, using their 
words and set out how people should (and should not) 
behave in their daily interactions with colleagues, patients, 
partners and relatives. 

The BSF applies to everyone who works at the Trust and 
it is part of everyone’s role. It has become part of what we 
do every day as we strive towards effortless inclusion and 
creating a culture of joy.

Whilst we receive a lot of positive feedback about 
colleague experience, we also know that not everyone has 
a positive working environment, that some people behave 
in ways that are unacceptable and not all of our facilities 
or environments are of the standard we aspire to. This 
needs to change and we have to ensure that we are paying 
as much attention to the experience of our colleagues as 
we do to those of our patients, as the two are inextricably 
linked.

We will only provide the best possible care to our patients 
if every one of us gets our behaviours right, every day, in 
every contact. We have a joint responsibility to ensure that 
every colleague has a great day at work, every day - the 
evidence highlights that if this is the case, then productivity 
and the quality of services provided rise as a result.

Our Colleague Experience Strategy sets out to 
create a positive culture where every colleague feels 
valued, included and respected through leadership, 
engagement at all levels and building a social movement 
around the belief that every individual matters. 

People at the heart of everything 
we do
There is a very simple philosophy behind our approach to 
colleagues and our underpinning leadership ethos – treat 
colleagues well, look after them, nurture them and support 
their health & wellbeing. 

Through the creation of a culture of joy, kindness and 
inclusion, we will enable those colleagues to be their very 
best every day, ensuring the highest levels of compassionate 
care are consistently provided to our patients.

Our People & OD  
Strategy
The overarching People & OD Model at UHMB has 
been built to address the key workforce challenges and 
priorities, with the creation of a Great Place to Work at its 
very heart. 

RECRUIT & RETAIN - attracting & retaining the 
right people with the right values to deliver our services, in 
line with our plans

GROW & DEVELOP - providing learning and 
development interventions and opportunities, career 
frameworks and feedback

ENGAGE & INVOLVE - ensuring that all 
employees are actively involved in decisions that affect 
them (and the services they provide) and participate in 
service improvement

HEALTH & WELLBEING - providing positive 
and safe working environments, with access to specialist 
health & wellbeing when employees need it

The BSF is central to this – we need all colleagues to 
reacquaint themselves with the BSF, to really consider 
how their behaviour impacts on others and to identify the 
contribution that they can make to create a better working 
environment for all.  Together, we can create a great place 
to work, but only if we all take action. 

David Wilkinson
Director of People & OD

May 2019
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Using the Listening into Action 
approach, the BSF was written by our 
colleagues, for our colleagues, using 
their words and set out how people 
should (and should not) behave in their 
daily interactions with colleagues, 
patients, partners and relatives. 

Our Values - People

Our colleagues (employees and volunteers) are the ones who make the 
difference.
They understand and share our values and this is reflected in everything they do.

Each of the four cornerstones of the strategy (as illustrated above) is focused on a specific area:

The Colleague Experience Strategy is, therefore, the experiental element of the overall People & OD Strategy 
complementing the Towards Inclusion strategy and the BSF in shaping the UHMB culture.  It will be woven through all strategic 
interventions and plans (such as the Recruitment & Retention, Talent Management, Health & Wellbeing and the Quality, Service 
Improvement & Redesign).

We will measure the effectiveness and impact of the People & OD strategy through both performance and experiential measures, 
as they both directly impact on the quality of patient care that we provide.
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Creating a Great Place To Work
In our refreshed UHMB Strategy for 2019-2024, we set 
out aims for improved colleague experience through the 
development and delivery of a Colleague Experience 
Strategy. At the heart of the strategy would be the 
Behavioural Standards Framework and the Towards Inclusion 
approach, with the strategic intent to create a culture of joy, 
kindness and inclusion across Morecambe Bay.

We want to build a Great Place to Work for every 
colleague, every day. We set out that we would achieve 
this through:

•  Implementing a Chief Executive-led approach to 
eliminating bullying, harassment and abuse 

•  Ensuring that inclusion and diversity is at the heart of 
our approach, maximising the potential of the Trust’s 
various inclusion networks 

•  Focusing on further developing our colleague health 
and wellbeing approach, ensuring they are happy, 
healthy and safe at work

•  Supporting a culture of openness and understanding 
of mental health and wellbeing 

•  Creating supportive career frameworks and learning 
opportunities through innovative apprenticeships, 
continuing personal development and lifelong learning 

•  Implementing a talent management approach that 
encourages and supports every employee to be the 
very best that they can be

•  Working with partner organisations to develop new 
ways of working and ensure that we are fully utilising 
the capabilities of our people

•  Including colleagues in service review, design 
and improvement – providing colleagues with the 
opportunity to influence how their services can 
improve patient experience and care 

•  Developing approaches to ensure that the contribution 
of teams and individuals are recognised, valued and 
rewarded

•  Ensuring that our leaders are equipped with the right 
competencies, skills, ethos and tools to create and 
lead a positive employment culture

•  Developing effective tools for capturing and reporting 
in real-time what (and how) it feels like to work at 
UHMB

•  Reviewing and improving our people metrics, 
giving equal priority to experience and performance 
measures

Involving our colleagues in shaping 
the priorities
The Colleague Experience Strategy, like the Behavioural 
Standards Framework before it, needed to be co-produced 
in partnership with colleagues. It had to be by colleagues, 
for colleagues. To achieve this, we utilised feedback from 
colleagues on what they wanted their experience at work 
to be, what mattered most to them and how they wanted 
to be at work. 

We used a number of sources for this – the high-level 
feedback gathered through the 2017 NHS Staff Survey; 
themes identified through the Chief Executive “Tea & 
Talk” sessions; colleague input from the Positive Culture 
Conference and a series of specific Big Conversation 
events held across the Trust.

It was clear from the initial feedback that it is usually the 
same things that make our colleagues feel good or bad at 
work - specifically, the way that colleagues experienced 
leadership styles and colleagues behaviours were pivotal in 
how they felt at work

Other themes also emerged that impacted upon 
colleague experience such as environment, staffing levels, 
infrastructure and resources, efficiency and bureaucracy.  
We then asked our colleagues to consider the ten 
emergent themes (see below) and rank them in order of 
importance through an online survey.  

The 10 themed suggestions were:

• Enabling everyone to challenge poor behaviour

•  Developing electronic systems that are easy to use, 
talk to each other and reduce duplication

•  Building relationships between departments to 
understand how everyone contributes to good patient 
care and colleague experience. 

•  Making sure people have time to take breaks and there 
is access to facilities to take them in

•  Management training to enable consistent, equal and 
fair management of people

•  Reducing the use of negative ‘catchphrases’ e.g. Not 
my patient, not my job, don’t ask me

•  Rethinking the way we communicate with each other - 
talking more and only using email when we need to

•  Spending time with colleagues to learn about each 
other’s role

•  Focusing on improvements and quality to manage 
within our budget

•  Only doing mandatory training for your role and 
department (NHS Core Skill/ Job Essential training)

Your first priority identified through the survey was for 
digital technology to be a true enabler for you, with it 
helping you to be streamlined, efficient and effective.

Your second priority was for more collaboration and 
understanding between departments, so that everyone 
understands the different contributions that people make 
to both great patient care and colleague experience. 

The environment that we work in and the facilities that 
we provide were identified as the third area, pivotal to 
great colleague experience. Our teams were able to give 
their suggestions for estate and environment improvement, 
but the clear emergent theme was around the need to 
provide facilities and opportunities to ensure colleagues 
could take rest breaks.

The final priority area identified through the survey was 
the need for open and transparent application of 
employment policies across all staff groups, including 
those that reward good behaviour. Specific feedback 
focused on streamlining mandatory training, a transparent 
talent management approach, “felt-fair” processes to 
manage attendance and employee relations. There was 
also a request to develop and enhance the Flourish at 
Work strategy to encompass physical and mental health 
and be more accessible to all.



We have taken your feedback and 
converted these into 6 Colleague 
Asks.

These are:
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Responding to our Colleague Asks
We have been set 6 clear asks within the Colleague Experience Strategy that we need to effectively respond to, if we are to 
deliver our aspiration of a Great Place To Work.

Our initial response is set out below:

Enable and empower all leaders 
and managers to be inclusive, 
engaging, and empathetic. 

Everyone should role model 
the behaviours identified in the 
BSF in everything that they do, 
every day. 

Single log on and password 
that allows interaction with all 
interfaces as part of Electronic 
Patient Records (EPR) and 
Electronic Staff Records (ESR). 

They will treat colleagues 
as individuals, coaching and 
developing them to be the very 
best they can be, valuing their 
contributions at all times.

Everyone should feel 
encouraged, empowered and 
safe to challenge behaviours 
that fall below expectations 
through a positive feedback 
culture.

Listen and work with users to 
reduce duplication, increase 
usability and simplify tasks.

Create opportunities for 
shadowing other departments 
and colleagues. 

Facilitate colleagues to take 
their rest breaks through 
investing in appropriate 
facilities and emphasising the 
importance of rest. 

Review and develop people-
centred workforce policies 
that are transparent, open and 
fair and are consistently and 
equitably applied.

Organise time for departments 
to showcase their achievements 
& challenges and give others the 
opportunity to feedback from a 
fresh perspective.

To prioritise further 
environmental and estate 
developments to improve 
colleague experience, including 
investment in basic necessities 
such as changing facilities, 
toilets and car parking. 

Colleague Ask Response

Enable and empower all leaders and managers 
to be inclusive, engaging, and empathetic. They 
will treat colleagues as individuals, coaching and 
developing them to be the very best they can be, 
valuing their contributions at all times. 

We will refresh and update our leadership development 
strategy to ensure that every single leader is aware of our 
expectations of them to be inclusive, collaborative and 
supportive leaders with a coaching style.

Through our talent management approach and succession 
planning, we will ensure that they are collectively and 
individually provided with the appropriate development to 
meet our expectations, and that our people metrics measure 
their leadership impact.

Everyone should role model the behaviours 
identified in the BSF in everything that they do, 
every day. 
Everyone should feel encouraged, empowered 
and safe to challenge behaviours that fall below 
expectations through a positive feedback culture.

We will continue to promote the Behavioural Standards 
Framework, ensuring that every colleague actively 
participates in the inclusive behaviours programme and 
implement our plans to eradicate bullying, harassment and 
abuse at work.

Single log on and password that allows interaction 
with all interfaces as part of Electronic Patient 
Records (EPR) and Electronic Staff records (ESR). 
Listen and work with users to reduce duplication, 
increase usability and simplify tasks.

We will strive to listen and engage more with IT users and 
to make it easier for them to log issues with systems and 
suggest enhancements. 

We will create new tools and establish working groups to 
improve user experience of both patient-facing and people-
facing digital systems, with clear outcomes established.

Create opportunities for shadowing other 
departments and colleagues. Organise time for 
departments to showcase their achievements 
& challenges and give others the opportunity to 
feedback from a fresh perspective.

We will develop a range of opportunities to improve inter-
departmental collaboration and understanding, including 
work shadowing, reciprocal mentoring, structured visits and 
improved communications.

Facilitate colleagues to take their rest breaks 
through investing in appropriate facilities and 
emphasising the importance of rest. 
To prioritise further environmental and estate 
developments to improve colleague experience, 
including investment in basic necessities such 
as changing facilities, toilets and car parking. 
Promote flourish through promotion of cycling and 
easy access to gyms.

We recognise that our first priority is to ensure that every 
colleague is able to take a break from work and has easy 
access to appropriate rest facilities and refreshments. 

We will work with our Staffside colleagues to make this 
happen consistently and to develop feedback mechanisms 
for when it does not.

We will also ensure that colleague experience is one of the 
key criteria considered for capital estates investment.

Review and develop people-centred workforce 
policies that are transparent, open and fair and 
are consistently and equitably applied.

We acknowledge the feedback and the areas that 
colleagues want to be prioritised for improvement. 

A Talent Management Strategy has now been agreed and 
is about to be implemented, Flourish at Work is due to be 
relaunched in the Autumn and we are currently reviewing 
mandatory training requirements. 

We will continue to promote opportunities for colleagues to 
make improvements happen through QSIR and LiA.
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Gathering and acting on colleague 
feedback
Understanding the lived experience of colleagues is central to 
our Colleague Experience Strategy – without this, we cannot 
learn from good practice, take action and make the required 
improvements to create a Great Place to be Cared For; Great 
Place to Work for every individual. 

Whilst the annual NHS Staff Survey gives us a way of looking 
at colleague experience over a long time frame and across a 
broad range of metrics, it is a once in a year snapshot.  We 
want to know how colleagues are feeling in real time, without 
significant delays in reporting and where we have the ability 
to drill down to results at individual team level.

Developing real time colleague feedback will help to 
answer the following questions:

• How do we know how our colleagues are feeling? 

• How can we pulse-check this in real time?

•  How can leadership teams obtain quick, contemporary 
feedback about teams that might need additional 
support?

•  How can local leaders gauge the current morale of their 
teams, many of whom work different shifts / in different 
locations?

•  How can we better understand any areas of low morale/
discontent in the Trust?

•  How can we respond quickly when morale within teams 
changes to help people and teams to be happy at work?

By introducing a system for colleagues to provide feedback 
about how they are feeling in real time, with reporting at 
team / department level, we will enable both local and senior 
leaders to respond quickly to changes in morale and any 
issues being faced, improving the experience of colleagues 
across the Trust.

A Listening into Action Project commenced in February 2019 
with the following aim:

“To improve colleague experience by 
developing a new system to understand 
and respond in real time to how 
colleagues across the Trust are feeling 
whilst at work”

The implementation of a real time colleague feedback tool 
is a key deliverable for the Colleague Experience Strategy in 
2019/20. It will be one of the measures that we use to assess 
the effectiveness of the strategy, alongside other experiential 
and performance metrics. 
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Summary

Colleague experience, alongside patient experience, is one 
of the critical measures of achievement on our journey to 
be a Great Place To Work; Great Place To Be Cared For. 

This strategy sets out the asks set by our colleagues to 
improve their lived experience at work, firstly by reinforcing 
expectations of behaviours for all and in supporting our 
leadership teams to work in ways that are congruent 
with our underpinning ethos and values, and secondly by 
addressing some of their core frustrations and barriers to 
effective working.

The Colleague Experience Strategy will only be achieved 
if every one of us is committed to delivering the best 
possible standards of care to our patients and to getting 
our own behaviours right, every day, in every contact. We 
have a joint responsibility to ensure that colleagues have a 
great day at work, every day. 

Every leader has the responsibility to create the right 
micro-environment that encourages teams to flourish, with 
colleagues in those teams taking responsibility for their 
own role in contributing to a great place to work.

The first step is for every employee to fully reacquaint 
themselves with the BSF, to really consider how 
their behaviour impacts on others and to identify the 
contribution that they can make to create a better working 
environment for all. There is room for improvement in us all 
and together we can make this a great place to work

This strategy must now move from fine words to practical, 
targeted actions, backed by clear measurement of 
progress and an ongoing dialogue with our colleagues on 
continuous improvement.

Working with employee 
representatives and advocates

The development and delivery of the Colleague Experience 
Strategy will require collaboration and collective effort across 
all partners – there needs to be a coalition of resources 
dedicated to making UHMB a Great Place To Work; a Great 
Place to be Cared For

Central to this will be close partnership working with our 
Trade Unions and Professional Associations through the 
Baywide Stewards Group, as well as close liaison with our 
Staff Governors, our Respect Champions and our Inclusion 
Networks.

If we are to improve colleague experience, then we need 
to be actively listening to our colleague voices and taking 
appropriate actions – an important route for this is the local 
intelligence provided by employee representatives and 
advocates.
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