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We had planned for this document to support our 
ambitious new five year strategy for the Trust which was 
published at the start of the year. That document set 
out our plans for the future and our equally ambitious 
transformation agenda. However, the Covid-19 
pandemic, and our response to it, has required us to 
pause and take a period of reflection so we can question 
whether what we intended to say in this Quality Strategy 
still applied or required reassessment. 

We recognise the significant challenges this presents 
our staff and are extremely proud of the great response 
we’ve seen everywhere to rise to the challenge. 
Supporting our staff has never been more crucial and we 
have a strong range of staff wellbeing options available 
to all staff at all levels of the organisation. In addition, 
our improvement work within our ‘Perform’ approach 
continues to act as a way to establish great team-working. 
Much of this work is outlined in greater detail in our 
Trust People Strategy. 

Healthcare is changing rapidly, locally, nationally and 
internationally and that pace of change is only likely 
to increase as we look to provide care in response 
to Covid-19. This care needs to not only meet the 
expectations of staff and patients but be delivered  
and developed in collaboration with them.

We are committed to ensuring that quality of care is 
at the forefront of this change. This includes ensuring 
strong patient, public and staff engagement to influence 
the decisions made, the compassion we show when 
delivering care and in highlighting the impact of this 
engagement in quality improvements. This is reflected in 
our first quality theme of ‘exceptional personalised care.’

We have a strong track record of patient safety and 
quality improvement work at NBT and are building 
on this, embracing the approaches set out in the NHS 
Patient Safety Strategy of July 2019. We aspire to be 
outstanding in this area and have a number of clear 
goals that we will deliver in our first year. This thinking 

underpins our second theme ‘safe and harm free care.’ 
Similarly, theme three reflects our commitment to 
‘excellent clinical outcomes’ across our services and 
ensuring the availability of high quality information to 
prioritise and support further improvement work.

The scale and pace of change required will not be 
possible without high quality digital systems. We also 
have a strong Trust-wide Digital Strategy and are 
therefore well placed to both improve and streamline 
our understanding and delivery of high quality care. 
Fundamental to this is the strong clinical leadership in 
our digital programme, with Chief Clinical Information 
Officers (CCIO) and a Chief Nursing Information Officer 
(CNIO) at the forefront, working with technical specialists 
and front line teams. 

Without good quality governance we cannot be sure our 
improvement agenda will achieve what we want it to. 
We have made great progress in this area, as reflected in 
our most recent CQC inspection. We continue to embed 
this as close to the delivery of care as possible, with a 
focus on learning and improvement as the primary aim.

This Quality Strategy is for the period 2020-2024 for a 
reason. It cannot be a one year document as improving 
our quality of care is not something you do once and 
then stop and celebrate. It has to continue to improve 
each year. That is why we are committing to agree Trust 
level improvement goals to shape our areas of focus  
and will develop this in partnership with our staff  
and patients.

Foreword from the Director of Nursing  
& Quality and Medical Director

We launch this Quality Strategy during what is the most challenging time 
for the NHS in its history. The focus of this strategy and the themes we will 
set out is quality of care. It is crucial that quality is something that runs 
through everything we do as we strive to provide exceptional healthcare, 
personally delivered. 

Chris Burton Helen Blanchard
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The Trust’s Five Year Strategy for 2019-2024, sets out a strong vision of working collectively to achieve our ambitions. 
As stated in that document the best health and care is not the work of an individual, a single team or one organisation. 
Partnership and collaboration is fundamental.

Our Vision & Values

Our Strategy for 2019-2024

By enabling our teams to be the best that they can be, we will 
provide exceptional healthcare, personally delivered

‘Exceptional healthcare’ means our patients will 
recognise that we are exemplars of safe, harm free 
care and that we give them the best possible health 
improvement. We will do this through outstanding 
Emergency Care, our centres of excellence for Specialist 
Services, our great Local Services and as a Powerhouse 
for Pathology and Imaging. 

‘Personally delivered’ means patients are in charge 
of their own care and the decisions that need to be 
made for their health and wellbeing. Patients tell us 
they want their voice to matter and that they need to 

be equal partners in the care they receive. A genuine 
partnership with patients and the public is at the 
heart of any changes we make and will ensure an 
outstanding patient and carer experience. 

Our four values, shown below, underpin everything we 
do. These values are promoted and embedded in our 
recruitment, training and ongoing delivery of care.  
They actively encourage a culture of openness and 
learning within effective teams that bring together 
the expertise and skills of different professionals to 
continuously improve.

Putting patients first

Understanding the impact 
of every role on patient  
care, even if you’re not  
in direct contact

Taking the time to listen 
and care

Protecting patient 
confidentiality, privacy 
and dignity

Being open and transparent 
when things go wrong

Intervening when others 
have not, speaking up  
when necessary

Treating your patient as  
you would expect a loved 
one to be cared for

Working well together

Engaging with colleagues 
and patients to pro-actively 
resolve issues

Demonstrating 
commitment to  
shared objectives

Including and consulting 
others when making 
decisions that affect them

Offering encouragement 
and feedback to others

Becoming trusted  
and respected by staff 
and patients

Recognising the person

Making staff and patients 
feel valued and worth  
your time

Looking everyone in the 
eye, acknowledging them, 
recognising they are people

Appreciating differences 
and the strength that 
diversity can bring

Helping the patient 
understand their condition, 
involving them in  
decision making

Taking a holistic approach 
to care

Striving for excellence

Continuously reviewing 
what we do, to seek new 
ideas for improvement

Demonstrating 
commitment to continuous 
learning and development

Celebrating efforts 
and successes

Recognising your own 
limitations, using mistakes 
as learning opportunities 
and remaining resilient 
when facing challenges

Going the extra mile to 
make a difference to 
patients and staff, even 
if this is indirectly
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The Trust Strategy sets out how we will come together as OneNBT to provide the very best care that we can. It does this 
over four themed chapters which are set out below.

Quality & Safety

1. Provider of high quality patient care

• Experts in complex urgent and  
emergency care

• Work in partnership to deliver great local 
health services 

• A Centre of Excellence for specialist services

• A powerhouse for pathology and imaging

• Personal delivery of care

• Leading and working with partners

• Educating, training and 
developing staff and  
teams of the future

• A growing research and 
innovation portfolio

2. Developing healthcare 
for the future

• Enabling our staff to be the 
best they can be, making 
maximum use of their  
skills and capabilities

• An agile organisation 
enabling our staff to make 
the decisions they need on 
behalf of their patients

3. Employer of choice

• An integral part of the  
community local people  
are proud of 

• A large and  
established employer

• Working with our community 
to enhance people’s health 
and wellbeing

4. An anchor in  
our community

This Quality Strategy is one of nine enabling strategies set out in the overarching Trust Strategy. The Quality Strategy sets 
out our strategic plan for quality and safety by:

	● Strengthening a culture of delivering high quality, 
personalised care to patients with inter-professional 
team-working at the heart of what we do and 
supported by the Trust’s People Strategy

	● Setting Trust-wide quality improvement themes  
and goals

	● Describing our approach to achieving positive  
change and setting improvement goals in all parts  
of the hospital 

	● Embedding quality governance arrangements to 
ensure clear accountability and responsibilities at  
all levels
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As evidenced by our response to the Covid-19 pandemic 
we, as a nation, have never been more proud of the 
NHS. This pride is very much felt here at NBT, not only in 
our services but in the high standards of care provided 
and the staff who deliver them. 

We launch this Quality Strategy after a period of 
sustained and widespread improvement. This was 
highlighted in 2019 when we achieved an overall ‘Good’ 
rating from the Care Quality Commission, we were 
also rated as ‘Outstanding’ in the Caring and Well Led 
domains. All of our clinical core services are rated as 
‘Good’ with End of Life Care rated as ‘Outstanding.’

Where are we now?

Ratings for the whole trust

Safe Effective Caring Responsive Well-led Overall

Good

s
Sept 2019

Good

s
Sept 2019

Outstanding

s
Sept 2019

Requires 
improvement

Sept 2019

Outstanding

s
Sept 2019

Good

s
Sept 2019

The rating for well-led is based on our inspection at trust level, taking into account what we found in individual services. Ratings for other key questions 
are from combining ratings for services and using our professional judgement.

Our culture of continuous improvement has led to many 
examples of excellent services and teams and recognition 
of these are given in many ways, the most prominent of 
which is our annual Exceptional Healthcare Awards.

We will continue to build on our philosophy of sustained 
improvement and continue to demonstrate high quality, 
safe care with excellent patient outcomes and feedback. 

Continuous improvement will be underpinned by 
an open and fair safety culture in which everyone is 
comfortable with speaking up when things are not 
right, learns when things do not go to plan and from 
practice that results in excellence. Our learning will be 
strengthened by working in partnership with patients, 
carers and families to reduce any future harm.

The ‘public’ view of our care quality is reflected 
externally on the Trust’s website, as referenced below;

Trust Website

	● Trust Strategy: NBT Strategy 2019-2024

	● Quality Strategy: this document

	● Quality Account: Trust Quality Account 2018-19

	● Trust Business Plan: Trust Business Plan 2019-20

	● Divisional Business plans: Held locally

External Website

	● Care Quality Commission (CQC) rating –  
Rated as “Good” (Sept. 2019):  
CQC - North Bristol NHS Trust rating
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We have developed three Trust–level quality themes to 
drive our improvement work. These reflect the priorities 
within the national NHS long Term Plan published in 
January 2019.

The goals have been developed through extensive 
engagement with many groups in the Trust that lead 
on safety, effectiveness and patient experience as 
well as with our Patient Participation Group, the Trust 
Management Team and external stakeholders such as 
the BNSSG CCG.

Where are we heading?

Theme 1: Exceptional Personalised Care

“We will ensure that patients are in charge of their own care and the decisions that need to be made for their own 
health and wellbeing. A genuine partnership with patients and the public is at the heart of any changes we make and 
will ensure an outstanding patient and carer experience.”

We will achieve this by;

1. Minimising delays in patients’ treatment, enabling their safe care and discharge from hospital.

2. Patients and staff actively engaging in shared decision making for care and treatment.

3. Learning & improving from active patient & carer engagement.

4. Meeting the identified needs of patients with Learning Disabilities, Autism or both.

5. Identifying and supporting patients’ mental health needs in balance with their physical needs.
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Theme 2: Safe & Harm Free Care

“We will improve quality of care through learning from best practice and addressing areas of concern within a 
just and psychologically safe culture.”

We will achieve this by;

1. Being outstanding for safety, becoming a leader in implementing the NHS Patient Safety Strategy within a ‘just’
safety culture.

2. Ensuring excellence in our maternity services, delivering safe maternity care.

3. Patients whose condition is deteriorating will receive a timely, coordinated clinical response with personalised,
inter-professional decision-making.

4. Keeping patients safe by delivering harm-free care in our hospital, including safe management of medicines.

5. Ensuring excellence in Infection Prevention and Control to support delivery of safe care across all clinical services.

Theme 3: Excellence in Clinical Outcomes

“We will drive continuous improvement in our clinical services and pathways to deliver demonstrably excellent 
outcomes for our patients.”

We will achieve this by;

1. Providing clear, integrated and intelligent clinical outcome data, including from patients (e.g.. PROMs) to clinical
teams to support quality improvement.

2. Ensuring effective Multi-Disciplinary care in both cancer and benign clinical services.

3. Delivering expert, complex urgent and emergency care.

4. Reducing clinical variation through strong specialist networks and partnership working.

5. Providing high quality Diagnostic and Imaging services that underpin treatment outcomes.
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Our exceptional and highly skilled staff work across a 
range of clinical disciplines supported by highly-effective 
administrative and management teams. High quality care 
is provided when skilled and motivated staff share the 
same values. Our approach to recruiting, supporting and 
developing staff is set out in the Trust’s People Strategy.

We are fortunate to have a wealth of expertise throughout 
the many specialities within the Trust. A core commitment 
at NBT is enabling our staff to use this expertise and apply 
their skills to improve quality of care within a culture of 
learning and openness. 

We will create the best possible conditions where teams 
feel empowered to make positive change, have the 
capability to design and deliver improvements in their 
services and are able to draw support from a highly-
connected team of experts in change management. 
This ‘learning system’ brings together Quality planning, 
improvement and assurance as shown in Figure 1.

We actively engage across the wider healthcare system 
though networks such as the West of England Academic 
Health Science Network (AHSN) and the South West 
Maternity Safety Collaborative, with many examples  
of system-wide improvement for patients.

Our commitment to creating a way for our staff  
to continually learn is aligned to the following  
shared principles:

	● Connecting with our teams, patients and local 
partners to develop a clear understanding of what 
needs to improve

	● Creating a clear vision centred on what matters to  
our patients, applying the principles of co-design  
and co-production to work in partnership

	● Local problem-solving through small scale testing  
and change

	● Coaching teams to be empowered to  
deliver improvements

	● Sharing and celebrating data and outcomes

Our Approach to Quality Improvement

   Quality Assurance

   Quality Assurance

R
e
la

ti
on

sh
ip

s Co-desig
n

Co-production

Cl
ear v

ision and purpose

Leadership and cultu
re

Planning
for Quality

Quality
Control

Quality
improvement

Learning
System

Figure 1:  
Learning  
System

Source: Healthcare Improvement Scotland: High-Level Quality Management System Framework, December 2019,  
http://www.healthcareimprovementscotland.org/previous_resources/policy_and_strategy/quality_management_system.aspx
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The philosophy of improvement is embedded in our 
transformation teams including the Perform Academy 
and the Quality and Safety Improvement Team (#QSIT) 
who are connected with our Programme Management 
Office, our Library and Knowledge Services and Research 
and Innovation. 

Enabling our staff to be the best they can be is 
fundamental to our core beliefs. This is evidenced 
through our award winning Perform Approach which 
is embedded in all levels of the hospital. 

Continuous quality improvement is  key part of our 
long term strategic plans and our Perform Methodology 
(Figure 2) recognises that creating exceptional teams is 
a  key enabler to our overall programme of learning and 

development.  Effective working in complex teams is a 
core reason for our recent success at NBT.

Thousands of staff from across the hospital have 
already received sessions in quality improvement in 
the form of Perform Bootcamps, Quality Improvement 
inductions, Quality Improvement Bronze Level 
workshops and #QSIT bespoke sessions. A weekly 
QI Hub also provides teams with coaching and 1:1 
improvement capability development. 

All of our staff from doctors in clinical training 
to consultants, nurses, pharmacists, allied health 
professionals and the many non-clinical support teams 
have used the skills from these learning events to 
develop many improvements in their areas of service.

Figure 2: Perform Methodology
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What we are  
trying to achieve

Make performance 
visible with indicators 
across different areas

Talking about 
progress 
against  

plan and 
problems

Resolving issues to 
root cause when  
we are off track

Time in the  
diary for value  

adding activities

Define the  
best way to do  
key activities

Check we adhere  
to the standard  

we defined

Track and build 
the necessary 
skills for key 

activities

Recognising where  
we have done well

Continually improve 
through the new ways  

of working
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Moving Forward

We will continue to enhance our patient safety 
improvement capability. In line with the NHS Patient 
Safety Strategy we will build this capability to develop 
our internal curriculum and development programme  
for patient safety investigations in 2020 and beyond. 
This includes our maternity service delivering training  
for investigators as part of the national Healthcare Safety 
Investigation Branch (HSIB) work in partnership with 
Cranfield University and developing this more widely 
within the Trust. 

At ward level we will implement a ward accreditation 
model during 2020/21 which will support clinical 
staff to continuously improve care quality, with clear 
responsibilities and expectations.  We will celebrate 
those who deliver exemplar care and support a culture  
of continuous quality improvement.

Developing a ‘just culture’  which will reflect our approach 
to reviewing clinical incidents will be a vital part of 
creating our safety culture. We will have a culture  
of openness and learning where staff feel safe and 
confident to speak up when things go wrong. 

We are leading the local Medical Examiner service 
implementation, as an integrated service provided across 
NBT, and University Hospitals Bristol & Weston. This will 
be an exemplar for the national model, providing quicker 
and more accurate death certification and coroner’s 
referrals, independently flagging care concerns swiftly 
and supporting families and carers both administratively 
and also where they have questions or concerns. 
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1. Development and Delivery  
of Improvement Plans

Our core purpose is to deliver the standard of clinical 
care that we would expect our own families to receive.  
The Trust Board is responsible for seeking and providing 
assurance that we are doing just that and that the 
services we provide are the very best they can be. 

Improving quality of care is a fundamental part of 
the Trust business cycle. In writing the annual Quality 
Account we engage the organisation, our patients and 
stakeholders in developing the annual quality priorities. 
These are interwoven in to the Trusts annual business plan 
from which the Trusts, Divisions and Individuals objectives 
follow. The Quality Account and Business Plan are owned 
by the Trust Management Team and by the Board.

Annual plans will be established for each improvement 
goal in order to;

	● Agree the deliverable actions; 

	● Clarify the measures to assess impact; and 

	● Align accountability and resources to their delivery

Clinical Divisions are accountable for delivery through 
their services and teams and their internal governance 
structures provide oversight that is monitored by the 
Trust Board.

Our quality governance and assurance arrangements 
provide the framework within which quality of services is 
reviewed, evaluated and actions taken for improvement

How will we know we are improving?

What is Governance? What Is Assurance?

Governance is the combination of structures and 
processes at and below board level which lead  
Trust-wide quality performance including:  

	● Ensuring accountability for quality and  
required standards 

	● Identifying, sharing and ensuring delivery  
of best-practice 

	● Ensuring the organisation’s culture supports  
effective engagement on quality 

	● Driving continuous improvement 

	● Identifying and managing risks to quality of care 

	● Investigating and taking action on sub-optimal 
performance, reducing variation 

Assurance is part of good governance. 

It refers to the way in which the Trust Board (and its 
sub-committees) are provided with accurate and 
timely information on the efficiency and 
effectiveness of trust policies and operations, 
and the status of the organisations compliance 
with its statutory obligations. 
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2. Using Digital Systems to accelerate  
Quality Improvement

We know the benefits that digital technology can  
bring from remote consultations to e-observations.  
Our learning over past  months will enable us to build  
on our exciting and Board approved, Digital Strategy  
and also assess where we can go further and at 
an increased pace. Our Digital Strategy is a critical 
enabler of continuous quality improvement and we 
are developing clinically led digital solutions into every 
patient interaction which will ultimately  improve the 
quality of care and experience of our patients. 

We are developing these systems through strong clinical 
engagement with our staff to ensure they support our 
workforce providing safe and efficient tools.  

Set out below are the future projects that support this 
vision. All clinical projects are led by a Trust clinician. 
In addition the Trust Information Management & 
Technology Committee includes the designated 
Consultant Chief Clinical Information Officers (CCIOs) 
and Chief Nursing Information officer (CNIO) who 
provide clinical input and support for the strategic 
direction of travel.

BEST upgrade and 
re-procurement 

Patient 
Comms

 

Windows 10 roll-out

In touch re-procurement 
and system 

enhancements 

Network development/ 
enhancements and 

improvements

Align
 

Careflow connect

Careflow vitals 
(E-Obs)

Blood track deployment

LOS

 

Office 365 roll-out

PAS replacement inc. Outpatients Transformation

Galaxy System 
Change 

Workforce 
system

 

ICU/ NICU

Maternity system (LMS)

NICU transfer

New Diagnostic reporting Order comms

EPMA Prescribing

10% 
reduction 

in F2F

 

10% 
reduction 

in F2F

 

Increase in 
diagnostic 

Theatre 
productivity

MES

 
Coding review

 

Theatre 
productivity

Theatre 
productivity

Automation in 
corporate 

services

10% 
reduction 

in F2F

 

BI enhancements / real time reporting improvements and developments

2019/20 2020/21 2021/22 2022/23 2023/24

Digitally Enabled Transformation

Green boxes show by product of Digital strategy and the interconnectivity with the relevant programmes within the 
transformation plan. 
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3. Taking Responsibility

Achieving the ambitions we have set out in this 
document will require everybody, no matter their role, 
to take responsibility for the quality of care we provide. 
Clinical teams are already responsible for reviewing 
the care they deliver through review of the data that’s 
available to them. By doing this we can assure ourselves 
that we are striving at all times to provide the very best 
standard of care. This will also enable us to embed 
the development of learning and quality improvement 
actions as close to the delivery of frontline patient care 
as possible.   

Clinical Divisions through their divisional governance 
arrangements are accountable for;

	● Improving the safety, quality and efficiency  
of patient care, 

	● Realising the goals of the Trust’s strategy and 
ambitions for patients; and

	● Improving the consistency of healthcare governance, 
building up from the point of clinical service delivery 

The Trust Management Team oversees the 
delivery of clinical services, informed by the outcomes 
from review meetings between Clinical Divisions and 
the Executive Team.

The Patient & Carer Experience Board Sub-
committee, chaired by a Non-Executive Director 
supports the Board oversight in this area. 

The Quality and Risk Management Board 
Sub-Committee with a Non-Executive Director chair 
scrutinises quality information and that provided through 
sub-committees on the quality of care provided.

The Trust Board seeks assurance that high quality 
services are being delivered. Through its sub-committees 
and presentation of data within the monthly Integrated 
Performance Report.

4. External Assurance

Our aim is to lead a strong organisation as part of a vibrant local and regional healthcare system. It is pleasing to note 
that within our two most recent CQC inspections positive references have been made about our culture.

“The leadership, governance and culture promote 
the delivery of high-quality person-centred care. 
Governance processes had improved since our 
last inspection. Leaders were experienced and 
approachable with a clear vision for the services 
they delivered. Staff were encouraged to report 
incidents and there was a good learning culture.”

(CQC inspection report dated 24/9/2019, page 9)

“Staff described a good culture and enjoyed 
their work at the hospital. We spoke with staff 
of different grades and seniority and working 
in many different roles. The overall feedback 
was staff enjoyed their work even though it the 
hospital was busy.”  

(CQC inspection report dated 6/3/2018, page 85)

We are continuously enhancing this culture, addressing 
concerns swiftly when they arise and ensuring we learn 
and act effectively to improve care quality. This includes 
actively promoting and responding to the Freedom to 
Speak Up agenda to support staff when they wish to 
raise concerns outside of their usual reporting line.

We will continue to build on our relationships with our 
many partners in other organisations. This includes 
engagement with Commissioners (local CCG and NHS 
England) and Regulators (Care Quality Commission and 
many other statutory and regulatory organisations) to 
provide the assurance they require on the quality of our 
services to enable them to discharge their responsibilities. 
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The quality of care delivered by the staff at North Bristol 
NHS Trust is something we are already very proud of. We 
know that by continuously improving our care through 
strong team work and partnership with our patients, 
carers and families, we can take this further. 

We will also continue to play a leading role in the wider 
health and social care system as services and clinical 
pathways beyond traditional hospital boundaries are 
opened up and our digital strategy will play a key part in 
ensuring this is supported safely and efficiently.

Conclusion



If you have any questions or comments about this 
or any other guides please contact a member of  
the communications team by emailing

NBTCommunications@nbt.nhs.uk


