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Summary 

A small group session designed to engage staff in the need 
for – and content of – behavioural and Do Say Don’t Say 
guidelines 

Aim 
To give participants an opportunity to discuss behaviours, 
issues and phrases that support or undermine good care 
and working practices in their area  
 
This workshop is intended to be repeated across the 
organisation in order to collate and develop behavioural 
guidelines and Do-Say Don’t-Say guidelines in every area. 

Format 
• Ideally small group (1 – 10 people) 
• Can be with done larger groups 

Equipment 
• Flip Charts if possible – you will need one flip-chart 

between 4-6 people – with pens. 
Preparation 

• None should be necessary for participants. 
• Facilitators should have thought-through the groupings (ie 

the “imagined” protagonists) during the Good-Day Bad-
Day exercise. 

Room Preparation 
• This is mainly done “on the feet” around a flip-chart so 

room layout is not particularly important. 
Handouts 

• A handout of the “Positive Hospital” example may be 
useful 

Roles 
• Lead facilitator: introduces the agenda, manages the 

group interaction, keeps to time. 
 
Agenda        ½ - 1 hour 

• Introduction, Context and Objectives 5-10 mins 
• Good Day Bad Day exercise 10-20 mins 
• Behaviours, Issues and Words 10-20 mins 
• Wrap-up 5-10 mins 
Total  30-60 mins 
 
(The flexibility in timings reflects the need to do this session 
with staff during short breaks, if necessary. A longer, one 
hour session would be preferable to allow for discussion)
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Topic Process Facilitator / 

Resources 
Time 
min 

Cum 
min 

Notes 

Introduction, 
Context and 
objectives 
 

To introduce the idea that BEHAVIOURAL 
GUIDELINES can be used to ensure that 
staff all behave towards patients and 
towards each other as they would wish.  
Explain the timings. 
Explain that the content of this session will 
be used to create locally-derived guidelines 

Facilitator 5-10 5-10 Stress that the guidelines are 
being be developed “from the 
ground up”, using these session 
- and not being “imposed from 
above” 
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Topic Process Facilitator / 
Resources 

Time 
min 

Cum 
min 

Notes 

Good-Day Bad-Day 
exercise 
 

Divide the groups into three – or less if 
there are too less than six attendees. Give 
each group an “imagined protagonist”. This 
should definitely include “A Patient” and “A 
member of staff” – but to vary things with 
more groups, you can be mores specific: 
“A ward Sister”, “A consultant”, “A CSW” – 
whatever seems appropriate.  
Ask each group to put a chronological story 
of their “Worst ever day” a half of a  piece 
of flip-chart paper – explaining what could 
go wrong during their day in a the hospital - 
in as much detail as they can manage in 
just a few minutes. 
Then ask the same groups to fill the other 
half of the paper with “the best possible 
day”. 
 
When finished, allow each group to briefly 
read-back their answers to that the other 
groups can hear. 

Facilitator / 
Flip Chart / 
Open 
Discussion 

10-20 15-30 This usually turns into a light-
hearted session – especially the 
“bad day” exercise.  
 
During the feedback session, 
draw parallels with each group – 
showing how each person’s bad 
day is related to the others (for 
instance, “ward too busy, 
understaffed” is related to 
patient’s “breakfast is cold, don’t 
get medication” etc 
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Topic Process Facilitator / 
Resources 

Time 
min 

Cum 
min 

Notes 

Behaviours Issues 
and Words 
 

Retain the same groups – preferably three 
in total. 
Give each group one of the topics: 
Behaviours, Issues, Words 
Ask them – in a similar vein to the last 
exercise – to write down the “Good” vs 
“Bad” for each topic. 
For Behaviours, the question is “What 
behaviours by staff support a good day or 
create a bad day for other people” 
For Issues, the question is “What issues (in 
your area) support or undermine a good 
day” 
For words the question is “What words or 
phrases support a good day or create a bad 
day for other people” 
Feedback the answers to each group 

Facilitator / 
Flip Chart / 
Open 
Discussion 

10-20 25-40 Ask participants to be 
SPECIFIC about what they 
would exactly see or hear or 
witness. 
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Topic Process Facilitator / 
Resources 

Time 
min 

Cum 
min 

Notes 

Wrap-up 
 

Explain to the participants that their 
contributions – from the last exercise 
“Behaviours, Issues” will be written up and 
used to create an organisation-wide 
agreed set of Behavioural Guidelines. 
Explain that the departmental leader will be 
responsible for taking the “Words” element 
and working this into a departmental-
specific set of “Do-Say Don’t Say” 
guidelines. 
Ask for feedback on ways to improve the 
session. 
 

Facilitator / 
Flip Chart / 
Open 
Discussion 

5-10 30-60 Ensure that individuals with 
further contributions are offered 
a way to follow-up. 

 


