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Improving Experience of Care 
Sian Harris, Experience of Care Lead, NHS England

#expofcare 
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What is experience of care?

Defining Patient Experience - The Beryl Institute -

Improving the Patient Experience

https://www.theberylinstitute.org/page/DefiningPatientExp
https://www.theberylinstitute.org/page/DefiningPatientExp
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This Photo by Unknown Author is licensed under CC BY-NC

https://www.flickr.com/photos/dearbarbz365/3342471327
https://creativecommons.org/licenses/by-nc/3.0/
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Improving Experience of Care statutory 
duty…and it’s the right thing to do! 

NHS England and systems have a 
parallel statutory duty to:

“act with a view to 
securing continuous 

improvement in…the 
quality of the experience 

undergone by 
patients” 

(National Health Service Act 2006 sec.13E; 
Health and Care Act  2022 sec.14Z34)

Note: sits alongside clinical effectiveness and 
patient safety as part of overall duty to 
improve quality 

NHS England » Improving experience of care: A shared commitment for those working in health and care systems

Using Insight for Improvement PEN Workshops 

https://www.england.nhs.uk/publication/improving-experience-of-care-a-shared-commitment-for-those-working-in-health-and-care-systems/
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3 Key Principles

Using Insight for Improvement PEN Workshops 
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National improving experience of care function

What

•Relevant policy, strategy and planning (expectations)

•Support implementation in national priority 
programmes

•Support implementation in systems (with Regions)

How

•Develop, scale and spread effective improvement 
approaches

•Provide subject matter expertise and evidence base 

•Collate and share good practice and lessons learnt

•Mobilise expert networks

Who with 

•Lived experience partners

•NHSE Directorates/Teams

•NHSE Regional Teams: Clinical Quality; Nursing

• Integrated Care Systems 

•NHS providers

•VCSE partners

What outcomes

• Improving experience of care embedded in clinical and 
quality work programmes

•Consistent co-production with people with lived 
experience in experience and quality improvement 
work

• Improved use and impact of insight and feedback  

Lead and support 
delivery of statutory 
duty; framed by NQB 

three principles 

National Experience 
of Care Team 2022/23 
priorities:

• Delivering Long Term 

Plan commitments to 

improve unpaid carer 

experience

• Embedding 

improving 

experience of care in 

priority clinical 

improvement 

programmes

• Supporting 

widespread 

coproduction of 

improvement in 

experience of care in 

quality improvement

• Supporting NHS 

providers to improve 

experience of 

care (inc. provider 

network)

• Work with ICSs on 

how they deliver the 

NQB Experience of 

Care Shared 

Commitment in the 

context of their 

overall approach to 

delivering their 

quality functions
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Improving Experience of Care in 
Integrated Systems: Current Work 

Using Insight for Improvement PEN Workshops 

Unpaid carers

ICS co-production projects

ICS pilots

Role of Heads of Patient Experience

Combine and 
share learning 

in 2023/24
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National Cancer Experience of Care Improvement Collaborative

Support for Providers Grow Improvements

Insight and Feedback

Using Insight for Improvement PEN Workshops 



9 |9 |

Ray's Story

Using Insight for Improvement PEN Workshops 



Q&A 
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