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Purpose of OLA NHS

Northern Care Alliance
NHS Foundation Trust

Traditional surveys tell us what happened after discharge.
OLA enables teams to hear patient voices while care is still being delivered and act immediately.

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

OBSERVE = LISTEN = ACT

See care through the Understand what Turn feedback into
eyes of patients matters most improvement

J

Coproduction in action
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Five themes driving meaningful conversations NHS

Northern Care Alliance
NHS Foundation Trust

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

Theme 1 Theme 2 Theme 3 Theme 4 Theme 5
Environment Communication Person Centred Food & Drink Patient Safety
Care

Aligned to the CQC Quality Statements

Safe Effective Caring Responsive Well-Led
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How OLA turns insight to impact NHS

Northern Care Alliance
NHS Foundation Trust

Use all of your
senses.
how does it
feel,

what can you
see,

what do you
hear

2.5-3 Hours 3-9 Conversations Immediate Feedback Real-Time

Before Leaving using Improvement
appreciative enquiry Local resolution

Visit Duration Patients, visitors & carers
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NCA improvements from insight

SUCCESS

practice
instruction
training
learning

Champions

Improvement

g B
¥ people are sleepin = VISITlNG g

Gu\’danflorp’:tlemssnd stalfbeplwoegn TIMES
the hours of 11pm and 6am g AN 10am - 7. 30pm Daily

QG e respectiuly ask thatthere are o more
8 g»..n vistors per bedside

y Please do not visit if you are feeling unwell

] You may be asked to step away from the
bedside and bay to allow treatment or cate

G toensure privacy and dignity for patients

G fyouwishtovi isit with children, pkne

Q{} telephone the ward manager bef

B0 attending the ward

IF YOU NEED T0 VISIT OUTSIDE OF THESE |
@ HOURS, PLEASE SPEAK T0 TRE NURSE IN |
CHARGE 10 ARRANGE
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Networking

Recognition

CERTIFICATE

OF ACHIEVEMENT
THIS CERTIFICATE IS PRESENTED TO

NHS

Northern Care Alliance
NHS Foundation Trust

Patient
- Day
Experience surgery Outpatient
Forum patient info Excellence
(PEF) film

d/Deaf
steering

group

Pre-op
experience

Five OLA volunteers

successfully moved
into HCA roles

Dutstanding Contribution
o Patient Experience c

OBSERVE, LISTEN & ACT (OLA)
100% ACHIEVEMENT

C an 100%
score scross all five OLA themes, demonstrating
d 2

per
10 pationt experiance.
TS corticats hias Baem swasded A= Dutw.

Interverional Radiology Day Case Unit  14.07.2026

$core aceess all five OLA themes.

Experience Certificates



OBSERVE, LISTEN & ACT (OLA)

experience for every

PERFORMANCE UPDATE patient, every time
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Maijority of standards o o \ / g S 9 @ 2098
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4 3 1 o Carers Information  “Hello My “What Matters  Staff Understand Communication Staff on
& John's Campaign Name Is" to You?" Personal Needs Needs Duty Boards
Information

Improvements significantly

outweigh deteriorations, IMPROVED I DETERIORATED Compliance
- e o, 0, 0, O, L) 0, 0y ) 0 o, 0, o,
demonstrating positive CtanAsds fave Siardots CA S 72% = 92% 50% > 67% 52% > 68% 83% > 97% 53% > 63% 83% - 93%

HIGH PERFORMING AREAS (current Score) PRIORITY IMPROVEMENT AREAS LARGEST DECLINES (vs all time)

Wi 100° CURRENT CHANGE
i SCORE (vs all ti i
@ Stec ws Avaliable %o o zzz Rest & Sleep Patients report difficulty resting o ) @ Time Given to Eat Meals - 9%
@ Hand Hygiene 99% without noise and interruptions. 63% 4 2%
- s _=0,
. . o ‘ opz Concerns around seating. o o e Toilet Facilities 7 A)
Staffed Reception / Nurse Station 98% 7 Waiting Areas ARt sofort and usabllity; 64% J 5%
@ Carer & Family Involvement 98% 5 Commication’ Koorsing Bt iemeles s of 2 - 0 Faith & Religious Needs -6%
s o e Accessibility the lowest performing standards. 63 Yo 1 10%
o Water Offered During Care 98% 9 Waiting Room Environment -59%
. - Waiting Time Patients want more visible and o, o
e Water Offered During Consultation / Treatment 98% o @ information Braaciive camimanication. 69% 4 3% e Bedside Furnishings A%
. .. - °
O End of Life Information 97% 6 = Toilet Facilities Largest environmental decline 71 3 7% Accessible & Suitable
ﬁ requiring immediate focus. ° -
e Understanding Personal Needs 97% Raising Concerns -4%
Q s s Not all patients know who to o,
Raising Concerns 4%
e Nurse Call Bells Answered Quickly 96% 0 a g speak to when they have a concern. 75 A’ ¢ °
o Many core care and safety standards of' Focus on environment, communication and information I :\::tr:torrdthiise ar:zsiclo:ely to p"":‘.’e"z
A%  areperforming at excellent levels. to drive the biggest impact on patient experience. ull Cracciine . anc improve:experecice.

( - P ERIORMIES2026/27 R
KEY TAKEAWAY PRIORITIES 2026/27

43 standards improved compared with 10 deteriorations, PEOPLE ENVIRONMENT COMMUNICATION
demonstrating continued progress in person-centred care, VEmbed (What Matters b You v Improve waiting areas ' Improve accessibility information
. . . - v Improve visibility of . sries o :
with future focus required on environment, accessibility, ST Rce v Improve t"'"et fac'f't'es v Enhance waiting t_'me updates
rest and sleep, and communication i h v/ Reduce noise and improve v/ Make routes to raise concerns
P, : : trengthen support rest opportunities more visible
or carers

S =

CARE APPRECIATE INSPIRE 450+ Visits * 3000 Real-Time Feedback ¢ Volunteer-Led * Immediate Action ¢

Trust-Wide Improvement * NHS England Recognition




Sam Sherrington (Dr)

NHS

Northern Care Alliance
NHS Foundation Trust

Deputy Chief Nursing Officer (Improvement)

CARE APPRECIATE INSPIRE

"l 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."

September 2026
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