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COMMITTED Team: overall objectives 

The focus of the “Committed” team is to create clarity of purpose across 
the organisation. 
 
This means clarifying what the organisation excels at, or intends to excel 
at, which we call the “First or Best position”. It is, in short, the reason 
why members of staff would choose to work for this organisation in 
preference to any other. 
 
It also means ensuring that we hold leaders to account for their 
performance within the context of that ‘first or best position’ and across 
the important measures of patients, staff and operations (known as ‘the 
three circles’) 
 
To support that, we need to install measurement systems where they are 
lacking – notably in patient follow-up and staff experience 
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COMMITTED Team: elements 
Element Rationale Overall Change Suggested measures Links 

First or best 
position 
 

In order to be consistently motivated, staff need to work 
for a leading organisation which is realistically striving to 
attain a ‘first or best’ position within its field. Staff need 
to understand and work towards this first or best 
position and to celebrate and maintain that. 

To instil in all 
members of staff 
a clear ‘first or 
best’ position’ 

Number of staff who, 
when surveyed, can 
articulate the first or 
best position 

Focus Team 
(induction) 

Measuring 
leadership 
using 
balanced 
targets 
 

All leaders must understand how to succeed and how 
they are performing. Their performance must balance 
the needs of patients, staff and operations. The 
organisation must measure leaders’ performance at 
against a clear set of measurable objectives on a 
monthly basis. A summary of performance against 
should be available to all members of staff. 

To implement a 
system of 
leadership 
measurement 

Number of leaders with 
balanced targets 

Telephone follow-
up; Staff Surveys 

Telephone 
follow-up 
 

Telephone follow-up means making a short, focused 
telephone call within 24-48 hours (either of discharge 
for inpatients or their outpatient visit) to ask patients 
about their experience and their current condition. This 
has many benefits: patients at risk can be quickly 
identified; the hospital gains valuable insight into 
patients’ experience; the staff who hear patients’ 
stories quickly learn what is important to patients. It is 
one of the more reliable and quicker methods of 
generating quality data on patients’ experience. You can 
also harvest positive stories to reinforce the right patient 
care. 

To implement a 
system of 
telephone follow-
up for 
appropriate 
patients 

Telephone follow-up 
results (inc number of 
patients contacted) 

Measuring 
leadership 

Staff Surveys 
 

Staff surveys are an important source of information 
about the views of standard of care for patients. Done 
frequently enough, they can be used to help spot trends 
in leadership capability and identify problems that only 
patient-facing staff realise. They only work if they lead 
to action. 

To install a 
monthly staff 
survey 
(Barometer) 

Barometer results, 
including response 
rates 

Measuring 
leadership; 
Programme Board 
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COMMITTED team: deliverables by 
quarter 

Quarter 1 Quarter 2 Quarter 3 Quarter 4 

Team selected and trained in 
meeting effectiveness tools; 
deliverables, key measures of 
success and outline plan 
agreed 
 

Methods of publicising the ‘first 
or best’ measures agreed by 
senior leaders 
 

‘First or best’ position tested 
with sample of wider 
organisation 

First or best position publicised 
widely within the organisation 
 

Telephone follow-up 
mechanism and scope agreed 
with senior leaders 
 

Telephone follow-up started in 
key / test areas with data made 
available to senior leaders 
 

Telephone follow-up installed in all 
areas and data made available at 
departmental / area level 
 

Telephone follow-up data made 
available to all staff  
 

Staff survey (‘Barometer’) 
system agreed  
 

Staff survey (‘Barometer’) 
installed and data made 
available to senior leaders 
 

Staff survey (‘Barometer’) data 
made available to second level 
leaders. 
 

Staff survey (‘Barometer’) data 
made available to all leaders 

Balanced targets (including 
staff, patients and operations) 
installed for senior leaders  
 

Balanced targets (including staff, 
patients and operations) installed for 
second-tier leaders  
 

Balanced targets (including staff, 
patients and operations) installed for 
all leaders 
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COMMITTED team: activities by phase 

Setup Deliver Sustain 

Recruit and train team members 

Design and install a system for regularly 
measuring staff feedback (Barometer) 

Implement staff feedback mechanism 
(Barometer) and include the data in the 
performance management of leaders 

Ensure that all relevant staff feedback data 
becomes part of leadership measurement 

Design a mechanism and plan for 
implementing telephone follow-up 

Implement a telephone follow-up system in 
all areas 

Ensure that all relevant patient experience and 
feedback data are included in all leadership 
measurement 

Agree a first-or-best position Make the first-or-best position widely 
understood and accepted within the 
organisation 


