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	Purpose of the Report
	The purpose of this paper is to provide an up-date on Speaking Up Safely in SBU HB and the End of Year Report from the Guardian Service Ltd. for the period of 1st of April 2023 to March 2024.


	Key Issues



	There is significant research, which confirms that a positive staff experience in Health Care links to positive outcomes and experience for our patients.  Staff being able to raise concerns in a confidential and safe way is an important part of enabling staff to feel happy and engaged in work, supports staff retention and will help us to keep improving our services to patients and the working environment for our staff.  This could not be more prevalent in a post- pandemic climate, at a time of financial austerity and the continued need to progress organisational recovery and sustainability. 

Swansea Bay University Health Board has the most comprehensive offering in NHS Wales in how staff can speak up in NHS Wales including; 
· Trade Unions
· Human Resources Service 
· Staff Wellbeing & Occupational Health Service
· Staff Networks
· Thinking of Leaving Pilot
· Chaplaincy & Spiritual Care
· Datix
· Safeguarding Team
· The Independent Guardian Service Ltd.

The Guardian Service has been available as an additional way for staff, students and volunteers to raise work-related concerns independently, anonymously and 24/7 within SBUHB since May 2019 and it continues to be an integral part of implementing our culture change programme and supports our ‘One Bay Way’ and delivery of our People Strategy.

This paper details the evaluation of the impact of the Guardian Service Ltd to date and for the last 12 months.  

Appendix 1 provides the last cumulative activity report from the Guardian Service for the end of the financial year, March 2024 and appendix 2 provides a copy of an End of Year Report from the Guardian Service 2023-2024, including their findings and recommendations for action this year.  It is important that we consider these recommendations against the Welsh Government call to action and subsequent self-assessment and action plan against Section 6 of the NHS Wales Speaking Up Safely Framework, submitted at the end of October 2023.  This is included in appendix 3.


	Specific Action Required 
(please choose one only)
	Information
	Discussion
	Assurance
	Approval

	
	☐	☐	☒	☐
	Recommendations

	Members are asked to: 
· Note the end of year report and recommendations detailed in the End of Year Report from The Guardian Service for 1st April 2023 to 31st March 2024.
· Take assurance from the Speaking Up Safely up-date and progress commenced towards delivery of the action plan against section 6 of the NHS Wales Speaking Up Safely Framework.




SPEAKING UP SAFELY & GUARDIAN SERVICE END OF YEAR REPORT,
 2023-2024

1. INTRODUCTION
The purpose of this paper is to provide an up-date on Speaking Up Safely and the End of Year Report from the Guardian Service Ltd. for the period of 1st of April 2023 to March 2024.

2. BACKGROUND
There is significant research, which confirms that a positive staff experience in Health Care links to positive outcomes and experience for our patients.  Staff being able to raise concerns in a confidential and safe way is an important part of enabling staff to feel happy and engaged in work, supports staff retention and will help us to keep improving our services to patients and the working environment for our staff.  This could not be more prevalent in a post- pandemic climate, at a time of financial austerity and the continued need to progress organisational recovery and sustainability. 
Swansea Bay University Health Board has the most comprehensive offering in NHS Wales in how staff can speak up in NHS Wales including; 
· Trade Unions
· Human Resources Service 
· Staff Wellbeing & Occupational Health Service
· Staff Networks
· Thinking of Leaving Pilot
· Chaplaincy & Spiritual Care
· Datix
· Safeguarding Team
· The Independent Guardian Service Ltd.
The Guardian Service has been available as an additional way for staff, students and volunteers to raise work-related concerns independently, anonymously and 24/7 within SBUHB since May 2019 and it continues to be an integral part of implementing our culture change programme and supports our ‘One Bay Way’ and delivery of our People Strategy.
2.1 Guardian Service End of Year Report 2023-2024
Appendix 1 provides the last cumulative activity report from the Guardian Service for the end of the financial year, March 2024 and appendix 2 provides a copy of an End of Year Report from the Guardian Service 2023-2024, including their findings and recommendations for action this year.  It is important that we consider these recommendations against the Welsh Government call to action and subsequent self-assessment and action plan against Section 6 of the NHS Wales Speaking Up Safely Framework, submitted at the end of October 2023.  This is included in appendix 3.
In evaluating the impact of the Guardian Service Ltd to date and for the last 12 months, the following points should be noted as key deliverables/outcomes:
· Provision of an independent, safe, confidential service for staff, volunteers and students to raise any work-related concerns
· Available 24/7, 365 days a year - majority of contacts are reported to want to meet outside of work hours.
· As a Health Board, we listened to staff and delivered what they asked for
· The number of staff raising concerns and speaking up has significantly increased (from the former internal process – only 5 concerns raised between November 2018 and May 2019). See Table 1 below for a comparison of activity by financial year to date.  It shows the significant increase in numbers accessing the service over the last financial year (which continues to rise this year), with dips in access aligned to waves of the pandemic and staff capacity during the previous 3 years.  
· 446 staff listened to/spoken up and or sign posted in confidence (May 2019 to March 2024)
· 347 concerns resolved/closed (78% of total concerns raised to date, May 2019 to March 2024)
· Provides an infrastructure to support and deliver the Section 6 of the NHS Wales Speaking Up Safely Framework and the Welsh Government call to action Boards to have assurance of their quality, safety and governance systems in relation to raising concerns.
· The service is positively received by those contacts choosing to complete the anonymous feedback forms after using the service and raising a concern (see end of year Guardian Service End of Year Report).  
· This financial year, there have been 120 promotional/communications visits (including evenings and weekends).

· Introduction of the Guardian Service Alliance for colleagues from across the 24 client organisations that the Guardian Service works with to collaborate on improving workplace culture, support enhance the Guardian Service further, bring about consistency of standards, explore best practice and share data analysis opportunities.

· Since this report there has been the appointment of female Guardian, Hannah Cirotto, replacing Dafydd Owen, providing the option for staff to choose the gender preference of the Guardian, depending on their concern.  SBU HB thanks Dafydd for his service during the last 3 years.




Table 1.
	Month
	Contacts per month 2019-20
	Contacts per month 2020-21
	Contacts per month 2021-22
	Contacts per month 2022-23
	Contacts per month 2023-24

	April 
	N/A
	5
	5
	3
	6

	May
	2
	5
	10
	4
	9

	June
	7
	8
	5
	3
	10

	July
	6
	4
	5
	6
	12

	August
	10
	10
	5
	4
	10

	September
	6
	5
	10
	5
	18

	October
	10
	6
	6
	15
	12

	November
	9
	5
	8
	11
	15

	December
	11
	4
	3
	6
	8

	January
	6
	2
	6
	6
	11

	February
	14
	4
	4
	15
	13

	March
	10
	8
	6
	10
	4

	Total for period
	91
	66
	73
	88
	128




It is worth noting that the two most common themes for new concerns remained as in previous years and were System and Process (30), Management Concern (63).  These areas therefore remain a key priority for Workforce & OD and are core aims as part of our People Strategy.  During 1st April 2023 to 31st March 2024, a total of 429 Leaders & Managers attended across our Management and Leadership Development programmes, from first-line through to senior leadership development.
It is reassuring to note the NHS Wales Staff Survey 2023 results and new question set around Compassionate Leadership; however, we recognise there is more to be done to improve across a number of areas of the Health Board, particularly when it comes to line managers taking action as a result of listening to staff concerns:
· 71% of respondents feel that their line manager is interested in listening when they describe the challenges they face
· 67% of respondents feel that their line manager takes effective action to help them with ant problems they face
· 68% of respondents feel that their line manager works together with them to come to an understanding of problems.
We also launched an Employee Relations Best Practice Review in 2023 in partnership with our TU colleagues with the following objectives: 
· Ensure we are person centred in the way we manage our Employee Relations cases and avoid harm
· Work collaboratively with our TU colleagues 
· Establish the baseline application of policies, procedures and practices to consider: 
· What are we doing well?
· Where can we improve to enhance employee experience and prevent avoidable harm?
· Analyse available ER data to establish a baseline position, to enable benchmarking identify trends and target improvement 

An initial review of the ER data has suggested that we have made much progress to reduce formal intervention, particularly in the disciplinary space.  It is also in our view that positive representation at our Respect & Resolution/Dignity at Work has increased – this means our staff are willing to speak up and bring concerns to us. There is still much for us to do, but we are starting to have a positive impact in collaboration through delivering our Partnership Compact. 
2.2 Delivery of Action Plan – NHS Wales Speaking Up Safely Framework
Progress has been slower than hoped due to restructure within Culture, OD & Staff Experience and gaps in resource to deliver across priorities. To mitigate this and enhance the pace, the Leadership & OD Lead and deputy to the Head of Culture, OD & Staff Experience will support this work going forward. 
To date, from the actions detailed in appendix 3, initial development has commenced behind the scenes in partnership with Culture, OD & Staff Experience, Corporate Governance, DICE and Trade Union Partners to improve the Raising Concerns’ page of the Staff Intranet as well as the Staff Handbook for new starters. It is planned that a core group of stakeholders will be set up take forward delivery of the action plan.  
The re-tender of the Guardian Service was completed on 1st December 2023.   It is also planned that the National Framework will be shared across the organisation with the launch of the developed and improved Raising Concerns intranet page, which is hoped for the end of June 2024.  In line with our review and refresh of our Leadership Development Programme, speaking up safely and the Guardian Service will be incorporated.  Planning has also commenced for Speak Up month ahead of October 2024.  


3. GOVERNANCE AND RISK ISSUES
· As we remain the first and only Health Board in Wales to take forward the service, we can only refer to colleagues and Trusts in England & Scotland that have taken it forward and use it to learn lessons as we continue to monitor and evaluate the service. However, the introduction of the Guardian Service Alliance will help us to do this.
· There is still the need to manage perception around the service and educate managers and staff about the service.
· As we continue to take a multi-faceted, multi-levelled approach as part of the Healthier Working Relationships agenda, of focus on improving culture and behaviours and improving partnership working with trade unions through the partnership compact and best practice review, it is difficult to fully evaluate, quantify and attribute the benefits to/of The Guardian Service.
· Some of the timelines detailed in the Action Plan for delivery against the NHS Wales Speaking Up Safely Framework (appendix 3) have lapsed due to restructure within Culture, OD & Staff Experience and gaps in resource to deliver across priorities. However, to mitigate this and enhance the pace, the Leadership & OD Lead and deputy to the Head of Culture, OD & Staff Experience will support this work going forward in collaboration with our key stakeholders. 

4.  FINANCIAL IMPLICATIONS
Monthly up-take of the Guardian Service is being closely monitored in line with the increase in contacts and to assess financial implications in line with the boundaries of the contract being set at 100 contacts per contract year.  Costs after reaching the 100 contact threshhold are £320 per contact.
 
5. RECOMMENDATION
Members are asked to: 
· Note the end of year report and recommendations detailed in the End of Year Report from The Guardian Service for 1st April 2023 to 31st March 2024.
· Take assurance from the Speaking Up Safely up-date and progress commenced towards delivery of the action plan against section 6 of the NHS Wales Speaking Up Safely Framework.







	Governance and Assurance


	Link to Enabling Objectives
(please choose)
	Supporting better health and wellbeing by actively promoting and empowering people to live well in resilient communities

	
	Partnerships for Improving Health and Wellbeing
	☒
	
	Co-Production and Health Literacy
	☐
	
	Digitally Enabled Health and Wellbeing
	☐
	
	Deliver better care through excellent health and care services achieving the outcomes that matter most to people 

	
	Best Value Outcomes and High Quality Care
	☐
	
	Partnerships for Care
	☐
	
	Excellent Staff
	☒
	
	Digitally Enabled Care
	☐
	
	Outstanding Research, Innovation, Education and Learning
	☐
	Health and Care Standards

	(please choose)
	Staying Healthy
	☐
	
	Safe Care
	☒
	
	Effective  Care
	☐
	
	Dignified Care
	☐
	
	Timely Care
	☐
	
	Individual Care
	☐
	
	Staff and Resources
	☒
	Quality, Safety and Patient Experience

	Our Speaking Up Safely offerings, including the Guardian Service aims to improve staff experience through helping to create a culture of openness and honesty.  The direct correlation between patient experience and staff experience is well documented.  The previous Raising concerns process with no dedicated pathway or infrastructure to support staff creates risk to staff, patients and the wider organisation.

Framework for Speaking up Safely in NHS Wales has been developed, scrutinised and approved in social partnership, to provide an all-Wales approach and escalation process whilst also strengthening local initiatives.

The Self-Assessment against the Framework will give our Board assurance of our quality, safety and governance systems and that those systems are functioning as intended throughout the organisation. 


	Financial Implications

	Monthly up-take of the Guardian Service is being closely monitored in line with the increase in contacts and to assess financial implications in line with the boundaries of the contract being set at 100 contacts per contract year.  Costs after reaching the 100 contact threshhold are £320 per contact.


	Legal Implications (including equality and diversity assessment)

	It is important to consider the internal policies and the legislation which are linked to the provision of a confidential, safe and effective pathway and process for staff to raise concerns.

Internal policies include but are not limited to –
-Respect & Resolution
-Disciplinary Policy
-Procedure for NHS Staff Raising concerns
-NHS Wales Speaking Up Safely Framework 

Public Interest Disclosure Act 1998
If workers bring information about a wrongdoing to the attention of their employers or a relevant organisation, they are protected in certain circumstances under the Public Interest Disclosure Act 1998. This is commonly referred to as 'blowing the whistle'. The law that protects whistle-blowers is for the public interest - so people can speak out if they find malpractice in an organisation. Blowing the whistle is more formally known as 'making a disclosure in the public interest'. 

Duty of Candour, 2023
The duty of candour is a legal requirement for all NHS organisations in Wales. It requires them to be open and transparent with service users when they experience harm whilst receiving health care. They will be required to:
· talk to service users about incidents that have caused harm
· apologise and support them through the process of investigating the incident
· learn and improve from these incidents
· find ways to stop similar incidents from happening again


	Staffing Implications

	Speaking Up Safely and Raising Concerns aims to improve staff experience, wellbeing and retention through helping to create a culture of openness and honesty.  The direct correlation between patient experience and staff experience is well documented.

Consideration continues to need to be given for the time and resource required for on-going promotion and embedding of the Guardian service and continued education and collaboration with stakeholders i.e. Union representatives, HR, Culture, OD & Staff Experience Team, Wellbeing, DICE, Patient Feedback Team and PALS, Executive and Non-Executive Sponsors and members.


	Long Term Implications (including the impact of the Well-being of Future Generations (Wales) Act 2015)

	Briefly identify how the paper will have an impact of the “The Well-being of Future Generations (Wales) Act 2015”, 5 ways of working.

The paper impacts on the Well-being of Future Generations (Wales) Act 2015 as it will impact on the long-term culture and behaviours of the organisation and its staff now and in the future.  It aims to support staff, through working together to improve staff wellbeing and improve the quality of patient care and outcomes through early raising of concerns, intervention and nipping concerns in the bud before they escalate.


	Report History
	· Presented to Partnership Forum, 18th March 2019 - Addressing concerns around bullying in ABMU – Freedom to Speak up Service & ACAS Training
· Presented to Executive Team, 3rd April 2019 - Enhanced Raising Concerns – Appointment of The Guardian Service Ltd
· Presented to Partnership Forum, 3rd June 2019 - #LivingOurValues campaign
· Presented to Audit Committee – 15th July 2019 – Raising Concerns Report
· Presentation from The Guardian Service Lt, Dr Simon McRory, Founder/Director - 16th July 2019, Special Partnership Forum
· Presented to Partnership Forum, 24th September 2019 - #LivingOurValues & Guardian Service Up-date
· Presented to Senior Leadership Team, 2nd October 2019 - #LivingOurValues & Guardian Service Up-date
· Presented to Local Negotiating Committee, 7th November 2019 – Guardian Service Up-date & #LivingOurValues
· Presented to WOD Forum, 14th November 2019 - Guardian Service up-date & #LivingOurValues
· Presented to Audit Committee, 21st November 2019, Guardian Service & #ShapingSBUHB
· Presented to Senior Leadership Team, 4th December 2019 – Retendering of an independent service for Staff to Raise Work-related Concerns
· Presented to IBG, 19th December 2019 - Retendering of an independent service for Staff to Raise Work-related Concerns
· Presented to Partnership Forum, 13th March 2020 - #LivingOurValues & The Guardian Service Up-date
· Presented to Partnership Forum, 22nd October 2020 - The Guardian Service Ltd. End of Year Report
· Presented to SLT, 4th November 2020 – The Guardian Service Ltd. End of Year Report and Decision to Contract 
· Presented to Audit Committee, 12th November 2020 – The Guardian Service Ltd. End of Year Report
· Presented to Full Board, 26th November 2020 - The Guardian Service Ltd. End of Year Report
· Presented to Executive Board, 28th April 2021 – The Guardian Service Ltd End of Year Report
· Presented to LNC, 18th May 2021 – The Guardian Service Ltd End of Year Report
· Presented to Quality & Safety Committee, 25th May 2021 – The Guardian Service Ltd End of Year Report
· Presented to WOD Committee, 15th June 2021 - The Guardian Service Ltd End of Year Report
· Presented to Executive Team, 22nd September 2021 - The Guardian Service Ltd. Up-date Report – 1st April 2021 to 31st August 2021
· Presented to WOD Committee, 12th October 2021 – A Deep Dive into the Guardian Service Ltd.
· Presented to LNC, 18th January 2022 – Speak Up Safely Up-date
· Presented to Audit Committee, 19th May 2022 – The Guardian Service End of Year Report, 1st April 2021 to 31st March 2022
· Presented to Workforce & OD Committee, 14th June 2022 - Deep Dive into Speaking Up Safely in SBUHB, 2021-22
· Presented to Workforce and OD Committee, 13th of October 2022 – Bi- Annual Update The Guardian Service, April 2022-August 2022
· Presented to Audit Committee, 17th of November 2022 - Bi- Annual Update The Guardian Service, April 2022-August 2022
· Presented to Workforce Delivery Group 15th of June 2023
· Presented for Audit Committee, 13th July 2023 - Annual Guardian Service Update for Audit Committee, April 2022 to March 2023
· Presented to Board, 11th September 2023 – Quality & Safety Systems Review
· Presented to Management Board, 23rd October 2023 – Quality & Safety Systems
· Presented to Quality & Safety Committee, 24th October 2023 – Quality & Safety Systems
· Presented to WOD Delivery Group, 21st November 2023 - Speaking Up Safely
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