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Purpose of OLA

Turning real-time patient insight into meaningful action

Traditional surveys tell us what happened after discharge. 

OLA enables teams to hear patient voices while care is still being delivered and act immediately.

OBSERVE

See care through the 

eyes of patients

LISTEN

Understand what 

matters most

ACT

Turn feedback into 

improvement

➜ ➜
➜

Coproduction in action

A volunteer-supported, accredited model that turns real-time patient insight into measurable improvement



Five themes driving meaningful conversations

 
Theme 1

Environment​

Theme 2

Communication​

Theme 3

Person Centred

Care​

Theme 4

Food & Drink​

Theme 5

Patient Safety​

How does the environment 

feel?

• Clean, comfortable and 

welcoming

• Privacy and dignity 

maintained

• Suitable surroundings for 

care

Are patients informed and 

involved?

• Clear information provided

• Questions answered

• Patients feel listened to

Is care tailored to individual 

needs?

• Involvement in decisions

• Respect for preferences

• Compassionate interactions

Are nutritional needs 

being met?

• Access to refreshments

• Choice and quality

• Support where required

Do patients feel safe?

• Safe care 

environment

• Confidence in the 

service

• Risks identified and 

managed

Every OLA visit uses structured questions to explore what matters most to patients and families

Aligned to the CQC Quality Statements

 Safe  Effective  Caring  Responsive  Well-Led



How OLA turns insight to impact

Use all of your 

senses.

how does it 

feel, 

what can you 

see, 

what do you 

hear 

Visit in Pairs

Attend Area as 

a visitor

Listen

Capture 

feedback

Observe

Feedback & Improve

2.5-3 Hours

Visit Duration

3-9 Conversations

Patients, visitors & carers

Immediate Feedback

Before Leaving using 

appreciative enquiry

Real-Time 
Improvement
Local resolution

Is it safe?



Champions Networking

Improvement Recognition

NCA improvements from insight



450+ Visits • 3000 Real-Time Feedback • Volunteer-Led • Immediate Action • 

Trust-Wide Improvement • NHS England Recognition



Sam Sherrington (Dr) 

Deputy Chief Nursing Officer (Improvement)

"I would strongly encourage every member of staff, both clinical and non-clinical, to participate in 

an OLA visit. It is one of the most powerful quality improvement experiences available within the 

NCA. The visits provide a unique opportunity to triangulate assurance by connecting 

organisational data, frontline reality and, most importantly, the voices of patients and families. 

They offer authentic insight into the quality and experience of care, create meaningful 

opportunities for learning, and help leaders at all levels better understand where services excel 

and where further improvement can be made. Conducted with professionalism, compassion and 

respect, OLA visits are an invaluable way of staying connected to the lived experience of care and 

ensuring our improvement efforts remain firmly centred on patients."
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