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by Karen Jackson
chief executive
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As the NHS continues to evolve I 
know we all feel that it is important 
that we remain focused on what 
really matters. Listening to you 
I know that for ourselves our 
priorities are, and remain to be, 
our patients and how we work 
together as team. I also recognise 
that you too are passionate about 
driving further safety and quality 
improvements to benefit all of 
our service users. Building on this 
common ground I am proud to 
present our newly crafted vision 
and values – a declaration of our 
personal and organisational purpose 
and intent.

Central to our vision is the sense of 
team, inclusivity and that everything 
we do contributing to the delivery 
of exemplary, safe patient care. 

We recognise that without each and 
every person in our team we could 
not provide the excellent services 
that we do. Crucially we recognise 
that looking towards the future we 
want to harness uniqueness through 
enhanced quality and innovation 
whilst making sure what we do is 
the right thing, each time and every 
time. 

Created with the input of staff 
from all occupations through 
conversations, questionnaires, and 
workshops our vision and its values 
set out a clear statement regarding 
why we are all here. Some have said 
they find them inspirational. Some 
have said it motivates them whereas 
others have said it perfectly sums up 
why they joined the NHS, or set off 
on their chosen career path. 

Regardless of the reason for 
yourself I hope the vision and values 
resonate with you and continue to 
inspire you on a daily basis.

To this end I, the Trust Board, 
and each member of our senior 
management team have given a 
personal commitment to deliver 
our responsibilities against these. 
So whether it’s how we, together, 
reach decisions, how we plan for 
the future or simply how we treat 
each other our vision and values 
now must become central to the 
way we do things around here.

I hope that after reading and 
reflecting on the vision and values 
that you too are inspired and will 
reflect on what they mean to you 
and how you can personally take 
these forward. 

As Trust chairman I have always 
been acutely aware that the safety 
and quality of our care for patients 
depends totally on your continued 
dedication, expertise and sheer hard 
work, delivered day in and day out, 
irrespective of the turbulence taking 
pace around us. 

I believe that this document, as a 
declaration of our personal and 
organisational purpose and intent, 
captures the shared vision and 
values of us all and therefore our 
shared ambition for this Trust and 
its services. I also believe that our 
shared vision and values are the real 
foundation for the excellent services 
that you already provide and that 
they will be the real driving force for 
further improvement in the future.   

As Trust chairman I am proud of 
the passion which you bring to 
the care which you provide, of the 
respect which you demonstrate 
for patients and colleagues and of 
your determination to deliver and 
develop first-class services now and 
in the future. I feel that you have 
set an even higher standard through 
this document and one that we can 
all be proud of.  Some of our staff 
have used the word inspirational to 
describe what you have said and I 
feel that they are entirely justified in 
doing so. 

However, the new challenge, for 
all of us, is to use our shared vision 
and values as the foundation 
for everything that we do as an 
organisation and as individuals. The 
Trust Board, the chief executive and 
her team and I made a commitment 
to do so and I hope that you will be 
able to do the same.

Best wishes.  

Foreword
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The Trust Board unanimously endorse our vision and values and pledge to deliver our hospital and community 
services through our values. The Trust Board commit us to working in a collaborative holistic style, to continue 
placing our patients at the very forefront of everything we do, and to do this through every action and through every 
decision we make. Crucially this commitment says that to achieve this we will do it together, as a single team. 

Trust Board declaration 

On behalf of the Trust Board we formally commit to leading, managing and delivering our services in line with the 
vision and values created together with our staff.

Together we care
We care about quality and patient safety

We care about positive experiences for patients, carers and staff

… and we care about doing the right thing, each time, every time.

Together we respect
We respect the dignity and individuality of each person in our care

We respect the professionalism, diversity and skills of each person in our team

… and we respect the dedication and commitment of those delivering healthcare.

 

Together we deliver
We strive to deliver first-class services through listening, learning, and empowering 

We aim to deliver forward thinking healthcare services that set us apart from the rest

… and we will deliver safe, compassionate services to exceed our patients’ expectations.

Together
we care,   we respect, we deliver

Introducing our vision and values Why are our vision and values important?

•   For our patients it sets out what 
they can expect from us at each 
contact, whether that is on the 
phone, in writing, or face to face. 
It says we care about more than 
just the treatment they receive, 
that we will respect them and 
will endeavour to deliver safe, 
compassionate, individualised 
healthcare services through 
working with them, when they 
need us most. 

•   For us it says that, together, 
we, as a single team, are the 
way forward. By everybody 
getting involved and looking at 
how we deliver our services we 
can improve the quality of our 
patients care and their experience 
when they are in our care. This 
must be true whether you are a 
frontline patient facing member 
of staff or within corporate 
directorates supporting clinical 
service delivery. We all have 
a stake and responsibility in 
contributing to our future and the 
services for our local population.

•   For our commissioners it says who 
we are and what we stand for. It 
signals to them that we place the 
patient at the fore of our activities 
and service developments. It 
tells them that we recognise 
our greatest asset is you, our 
staff, and that our successes are 
determined by the dedication and 
skills of our teams. Importantly it 
tells them that that we care and 
are determined to deliver the best 
services we possibly can, each 
time, every time.

Our vision of ‘Together we care, we respect, we deliver’ embodies 
our purpose and describes how and where we focus our energies. 

Karen Jackson
chief executive

Dr Jim Whittingham
chairman
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How will we live the vision through the values?

Giving everyone the opportunity to 
get much more involved
Already we have started exciting 
new initiatives such as ‘An audience 
with Karen’ and ‘Meet the chief’ 
where you can talk directly to Karen 
Jackson, our chief executive. Staff 
voice though is much, much more. 
Therefore we intend to continually 
review the membership of our 
decision making forums and invite 
more staff to join these and have far 
greater influence in how we shape 
our services and go forward in the 
future. We are interested in staff 
morale and are actively working to 
gain further insight into morale and 
how we both maintain and improve 
this across all of our services.

Involvement in service 
development 
We are committed to provide staff 
with more opportunities to get 
involved and drive forward service 
improvements. This will include 
looking at how, through all of 
our ideas, we drive uniqueness, 
innovation and enhance the quality 
of our services to meet patient’s 
needs. We will continue to look at 
any changes we propose and ask 
how they contribute to delivery of 
the vision and values – and if they 
don’t to self-challenge and ask 
why we are proposing to make the 
change in the first place.

Employing people who share our 
ambitions and goals
We intend to continually refine our 
recruitment and selection processes 
so we employ those who also 
share the same common values 
as ourselves – people who are 
passionate about improving patient 
care in every way possible and 
working together as a single team 
with common values.

Celebration of our team and our 
successes
We will continue to embrace and 
celebrate our team and recognise 
the achievements and individual 
contributions which make a 
difference. We must reward staff 
for their commitment to patient 
care and those achievements that 
contribute to the delivering of our 
shared vision and values.

Reflecting on how we have achieve 
the vision and values and agree 
on how we personally take them 
forward
Through ‘value led appraisals’ we 
will review how we’ve deliver our 
responsibilities against the shared 
values. Then, from this see how we 
move forward including laying on 
training and educational courses 
that help us to deliver our objectives 
in a way that supports the vision.

These are just a few examples of 
how we assume our values into 
our everyday activities, if you have 
any more ideas please let us know 
through your local values champions 
network (See section ‘How can I 
become more involved?)

We continually look at how we deliver our values through our 
everyday activities. So, for example, we will:

How will the values be delivered day to day?

Consequently underpinning each 
value statement there has been 
a series of behavioural indicators 
agreed with staff and again 
endorsed by the Trust Board. 

The behavioural indicators, although 
not a definitive list (it would be very 
difficult to do this and therefore 
perhaps inappropriate to try) 
describe:

•   The expected behaviours between 
members of staff – for instance 
professional respect, knowledge 
sharing and commitment to 
working as a team and placing 
the patient first

•   The expected behaviours we 
would display to patients and 
their carers – for instance 
compassion, being attentive, 
listening to their needs and 
greeting them with our name.

The behaviours also reflect the need 
to work together to enhance the 
quality and safety of our services, 
to improve what we do through 
a collaborate approach and being 
proactive towards changing our 
services for the benefit of our 
patients.  

Mirroring these expected behaviours 
we have developed a staff and 
patient pledge which outlines our 
expectations of our patients and 
their carers, namely:

•   That they treat us with politeness 
and respect 

•   Behave appropriately at all times
•   Keep us up to date with how 

they are feeling or changes to 
their health

•   Provide us with feedback so  
we can continually improve what 
we do.

Over the next few pages you will 
find the complete list of agreed and 
endorsed value-led behaviours.

These behaviours are incorporate as 
recruitment criteria for appointing 
to new posts – this is to ensure that 
not only do we appoint people with 
the right skills but also those who 
share our values and beliefs. They 
form the basis for reflection during 
appraisal processes and help us to 
further identify ways that each of 
us can enhance our contribution 
towards the values year on year. 
And finally they feature within all 
new job descriptions; as such they 
are the standard by which  
we conduct ourselves.

In creating the vision and values all those involved clearly spoke 
about the need to live the values on a day to day basis. It was 
widely accepted that this could be evidenced through the way 
that we undertake our duties as well as living the values through 
our behaviours.
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We care about quality and patient safety

We care about positive experiences for patients, carers and staff

… and we care about doing the right thing, each time, every time

I care by:
•   Seeking out ways to 

continually improve what 
we do – I will proactively come 
forward with suggestions and 
ideas which I think will help us all 
improve patient safety and the 
quality of patient experience

•   Seeking out ways to 
continually improve what I 
do – I will reflect upon my own 
responsibilities and strive to identify 
improvements in the way I do my 
job to increase the contribution I 
make to patient care 

•   Taking pride in my working 
environment – I will keep my 
work place clean, neat and tidy, 
and free from hazards to my own 
and others health

•   Recognising my own 
limitations and working within 
these – if I’m asked to complete 
a task that I’m not trained or 
qualified to do I will seek the best 
way forward from those more 
experienced around me. I will not 
undertake any task that could 
cause harm to a patient.

•   Upholding infection control 
best practices – I will conduct 
my duties in line with infection 
control best practice and 
policies, including observing 
hand-washing protocols. I will 
immediately escalate infection 
control concerns to maintain a 
safe environment for my patients, 
my colleagues as well as myself

I care by:
•   Welcoming patients as people 

– I will smile, make eye contact, 
listen and make sure I introduce 
myself by name and role at our 
first contact and every contact, as 
needed, thereafter

•   Displaying exemplary manners 
at all times – I will be polite, 
courteous and be attentive to 
my patients, their carers and my 
colleagues’ needs at all times. I 
will be mindful that rudeness and 
moodiness affects not just myself 
but those around me

•   Taking pride in my appearance 
and professional presentation 
– I will present myself in a clean 
presentable manner that upholds 
the reputation of my profession, 
our team and observes Trust 
uniform, infection control and 
health and safety policies

•   Delivering the promise –  
I will do what I say I would do at 
all times. I do this to uphold the 
expectations of both our patients 
and my colleagues. If for whatever 
reason I am unable to do what I 
have promised I will keep them 
informed so I don’t disappoint

•   Working collaboratively and 
constructively with others –  
I will seek ways to development 
collaborative and productive 
working relationships with those 
outside my immediate team to 
benefit patient care, our services 
and performance of the Trust

I care by:
•   Placing our patients interests 

first, at all times – I will strive, 
through my own actions, to 
promote a culture of openness 
where everything we do revolves 
around the patient, improving 
quality, contribute to team 
working and enhance the 
credibility of the Trust

•   Reporting incidents and 
complaints as they occur – I will 
not become a bystander. If I think 
things aren’t right I will act upon, 
or escalate, my concerns in the 
knowledge that someone may be 
at risk of harm.

•   Being open and honest if I 
make a mistake – If things go 
wrong I will personally seek to 
put things right and apologise if I 
am at fault.

•   Learning from my and others 
mistakes – I see mistakes as 
opportunities to improve and, 
when faced with a problem, 
will see how together we can 
use this as an opportunity to 
improvement what we do. I will 
strive not to repeat the same 
mistake twice. 

We respect the dignity and individuality of each person in our care

We respect the professionalism, diversity and skills of each person in our team 

… and we respect the dedication and commitment of those delivering healthcare

I will show respect by: 
•   Listening to patients – I will 

listen carefully to patient’s 
questions in order to respond 
promptly. I will make sure that 
the information or answers I give 
are presented clearly and in a way 
that the person I am talking to 
will understand

•   Being attentive – I will make 
sure our patients are comfortable 
in their surroundings and knows 
how I can help or support them. 
I will make sure I respect the 

privacy and dignity of each 
patient, at each contact and 
throughout their time with us 

•   Behaving ethically – I will 
place patients individual needs 
first, above my own needs. I will 
always act in their best interests 
and will strive to maintain their 
individuality and personal respect. 
I will not behave in a manner 
which brings myself, the Trust, 
or healthcare professionals into 
disrepute

•   Accepting another’s beliefs –  
I will respect the beliefs of those 
around me and make sure my 
behaviour, actions and words do 
not offend of adversely affect 
another beliefs 

•   Treating everybody as an equal 
– I will not discriminate against, 
in any way, those who are in our 
care

I will show respect by:
•   Taking personal responsibility 

for how I behave – I will act 
professionally and be courteous 
at all times. I will have regard for 
how my behaviour affects my 
colleagues and the productivity of 
my colleagues and team.

•   Treating my colleagues with 
respect – I will embrace the 
skills and diversity of our team 
by accepting and celebrating 
the occupational skills and rich 
cultural and social differences 
within our team

•   Communicating in a manner 
that all my colleagues can 
understand – I will communicate 
in English and using language 
and terms that my colleagues 
can understand. By doing this I 
recognise that this will assist each 
of us to provide the best possible 
care to our patients

•   Valuing others opinions – I will 
listen and consider the opinions 
of my colleagues to see how 
together we can improve patient 
care and patient safety. I will also 
listen to another’s opinion to 
enhance my own knowledge and 
skills 

I will show respect by:
•   Contributing to the team – I 

will be punctual and reliable at 
work. I will take responsibility 
for my share of the workload. 
I will freely offer support to my 
colleagues to make sure together 
we collectively achieve our mutual 
objectives

•   Looking for ways of working 
with others to improve patient 
services – I will work proactively 
and collaborative with others who 
provide healthcare so collectively 
we offer a seamless, professional 
service for our patients

•   Celebrating the success our 
team – I will highlight and 
celebrate the success of my team 
as well as the overall NLG team 

•   Having a positive attitude 
– I will have a positive attitude 
and avoid criticising or 
discussing other staff members 
or departments in public or 
engaging in gossip or rumour
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We strive to deliver first-class services through listening, learning, and empowering 

We aim to deliver forward thinking healthcare services that set us apart from the rest

… and we will deliver safe, compassionate services to exceed our patients’ expectations

I strive to deliver a first 
class service by:
•   Working with my colleagues  

to improve our services –  
I will engage in open two way 
communication regarding on-
going service delivery. I will work 
with my colleagues to develop 
both creative and unique ways 
of developing our service to set 
us apart from other healthcare 
providers 

•   Seeking ways to personally 
develop – I will actively 
participate in my annual 
development review and embrace 
life-long learning. I aspire to 
continually improve my own 
performance, to this end I will 
reflect upon any feedback given, 
willingly undertake training 
opportunities and continually 
seek ways to develop my skills 
and experiences for the benefit of 
our patients and the performance 
of our team

•   Sharing my knowledge and 
skills – I will share my knowledge 
and skills with my colleagues, and 
through coaching and learning 
together we aim to improve the 
performance of the Trust to the 
benefit of our patients

•   Maintaining my skills and 
occupational requirements –  
I will maintain compliance with 
my mandatory training and fulfil 
all of my professional registration 
requirements. If I am unable to 
do this I will inform my manager 
without delay to seek resolution

I aim to deliver forward 
thinking services by:
•   Proactively asking how we can 

make our services even better 
– I will readily seek out how we 
can improve on what we do 
by asking patients how we can 
make improvements and changes 
which will really make a positive 
difference for them. I will take a 
personal interest in following up 
this feedback

•   Everyday seeking a 1% 
improvement – I will reflect 
on what I do, and what we as a 
team do, to constantly seek that 
1% improvement 

•   Having a can-do attitude to 
uniqueness – I will be open to 
reviewing what we do, to look 
and safely trial how we deliver 
our services differently to other 
healthcare providers so that we 
remain the healthcare provider of 
choice

•   Not giving up – I will continue to 
seek out and suggest constructive 
changes that benefit patient care, 
patient experience, the service 
and enhance the reputation of 
the Trust. I accept that not all 
ideas will work first time. From 
this I will take forward what does 
work and not give up

•   Embracing problem solving –  
I will provide others the opportunity 
or assistance to overcome any 
problems we encounter. I will 
actively seek solutions to problems 
I encounter and will encourage 
others to develop ideas rather than 
complain about problems 

I will deliver safe and 
compassionate service by:
•   Asking for patient feedback 

– I will actively ask for patient 
feedback regarding their 
experiences. Together we will 
review this feedback to determine 
new ways of working to 
continually improve and exceed 
their expectations.

•   Conducting my duties in line 
with the principles of “No 
Decision about me without 
me” – I will involve my patients 
in decisions about their care, or 
anything else I am assisting them 
with, in order to provide them 
with a say in how we deliver our 
services

•   Understanding my 
responsibilities – I will deliver 
my duties in line with all relevant 

Trust policies, procedures and 
national guidelines, legislation 
or professional body codes of 
conduct and guidelines

•   Having empathy for others 
– I will behave, communicate 
and conduct my duties in a 
manner that is appropriate to 
the situation and with regard for 
our patients feelings and their 
expectations at that time

How can I become more involved?

The vision and values group

Have the vision and values inspired 
you? If so why not consider 
becoming a values champion.
Value champions are staff with an 
interest in attending the new vision 
and values group; to represent 
your directorate and to support the 
delivery of the vision and values in 
your directorate.

Values champions will support the 
integration of the values in everyday 
activities as well as work on 
dedicated projects to enhance the 
contribution the vision and values 
make to:

•   Enhancing the patient experience
•   Increasing staff satisfaction, and 
•   Improving organisational 

performance. 

Values champions also support the 
development and activities of the 
informal values champions network. 
This involves the sharing of best 
practice and mutual support for 
taking initiatives forward.The values 
champions network will also submit 
ideas to the vision and values group 
for consideration regarding further 
ways to integrate/enhance the impact 
of vision and values  on operational 
activities – in essence to provide a 
source of ideas and positive challenge 
to the vision and values group.

1.  The Trust has a co-ordinated 
and effective approach to 
understanding the content 
and delivery of services against 
the agreed vision and values 
statement. 

2.  To ensure that appropriate 
actions are taken to embed 
the vision and values and 
its associated behavioural 
indicators, leadership style and 
quality, safety and innovation 
drivers into all Trust activities. 

3.  The identification of where 
vision and values can 
support quality and safety 
improvements, opportunities 
to improve patient experiences, 
and to stimulate increased 
workforce motivation, 
performance and satisfaction. 

4.  That delivery of services 
through the vision and values 
activity supports the strategy 
and operation plans of the 
Trust and the Trust’s Patient 
Experience Strategy and Quality 
Strategy.

As a values champion you could 
join this group and help to shape 
its longer term work including 
how we develop our value led 
recruitment processes, how we use 
patient stories to celebrate value 
led successes and also help how 
we learning from any concerns or 
complaints that we may receive. 

The vision and values group also 
oversees the work relating to staff 
satisfaction and morale from the 
outputs of the respective Morale 
Barometer and national staff 
survey. From this there may be 
the opportunity to get involved in 
training and education where we to 
commission courses to assist with 
delivering a particular values or 
behavioural indicator. 

As you can tell the vision and 
values group has a diverse range 
of activities and work streams. 
However, most importantly the 
vision and values group provides 
assurance that we place our vision 
and values at the fore of how we 
deliver our service for the benefit of 
both our patients and staff.

For more information on becoming a values champion and joining the vision and values group please contact:

Simon Dunn
assistant director of human resources
T:  01472 874111, extension 7162
E:  simon.dunn2@nhs.net

Have the vision and values inspired you? If so why not consider becoming a values 
champion.

The vision and values group reports directly to the quality and patient experience 
group (a sub-group of the Trust Board) and holds responsibility for ensuring:
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