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Summary 

A short session to develop Do-Say Don’t-Say guidelines 
within a department or area 

Aim 
• To develop one or more single-sheet Do-Say Don’t-Say 

guidelines for a particular area or department. 
Format 

• Small – medium sized group (10-20 people) 
• The group should comprise people from the area or 

department, preferably spanning all degrees of 
experience and of different roles 

Equipment 
• Flip-Charts and markers – although this can be done as a 

desk-based exercise. 
Preparation 

• Ensure that the most senior departmental leader will be 
there throughout – or if that is not possible - for the 
beginning and end of the workshop. 

• This most senior leader must be briefed and be supportive 
of the process before the workshop begins 

Room Preparation 
• In-the-round or using small tables for 4-6 people. 

Handouts 
• Examples of existing Do-Say Don’t-Say Guidelines 
• Leadership Brief and the One-Pager, one for each 

attendee 

Roles 
• Facilitator: introduces the agenda, manages the group 

interaction, keeps to time (Likely one of the Responsive 
team members) 

• Departmental Leader: Gives context and support to the 
process. 

 
Agenda  (2 hrs) 

• Introduction and Context 15 minutes 
• Selecting groups / sub areas 15 minutes 
• Guideline Development 30 minutes 
• Feedback and adjustment 45 minutes 
• Wrap-up 15 minutes 
 

 
 

Total  2 hours  
  = 120 minutes
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Topic Process Facilitator / 

Resources 
Time 
min 

Cum 
min 

Notes 

Introduction and 
Context 
	  

Departmental explains the reasoning 
behind the Do-Say Don’t Say guidelines 
and to welcomes the help of the facilitator 

Departmental 
leader 

5 5 The objective is to: 
1) Help new staff to use the 

right words in stressful 
situations 

2) Ensure that we minimise the 
opportunity for complaints 
from patients or other 
members of staff 

3) To help us hold all members 
of staff to account for 
behaving properly with our 
colleagues and with patients 

 

 Facilitator explains the process and agenda 
and the likely output. Also may give context 
that this is part of the CAREFUL 
programme to improve staff development 
across the organisation. 

Facilitator 10 15  

Selecting groups 
and sub-areas 

Work as a whole group to decide on the 
number of Guidelines that the department 
will need. Write down suggestions on a flip-
chart and agree the number that are 
needed. These will likely be no more than 
two or three. 

Faciltator – 
with flip-chart 

15 30 Examples might be: 
1) Reception 
2) At the bedside 
3) On the telephone 
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Topic Process Facilitator / 
Resources 

Time 
min 

Cum 
min 

Notes 

Guideline 
Development 

Split the entire group into smaller groups, 
each one dedicated to a particualar 
guideline and ask them to draw-up a list of 
“do says” and “don’t says” on a piece of 
paper. 

Small groups / 
Flip Chart (or 
small tables) 

30 60  

Feedback and 
adjustment 

Ask each group in turn to read-out and 
explain their choices. Use the whole group 
to support, challenge and adjust these. 
Ensure that agreement is facilitated across 
the whole group. If no agreement can be 
reached, the contested “do-say” or “don’t-
say” must be removed or it will not have 
support in the department. 

Whole group 45 105 If there is a lot of overlap 
across groups, it may be 
useful to change the 
groupings into a smaller 
number of guidelines (e.g. one 
for the department, and then 
one or two others). 

Wrap-up Thank participants, explain the next steps Departmental 
leader 

15 120 Next steps will include writing-
up the output, and distributing 
these, and communicating 
them more widely. 

 


