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Following are the complete verbatim comments from all 

of the respondents to the survey. The numbers reflect 

questions which called for written comments. 

Question number: 

4. How would you rate the quality of the workshop 

content overall? 

Comments: 

 Good mix of lectures, video and active participation underpinned 

by appropriate pre-course reading. 

 The content was spot on. 

 Very relevant. 

 Good mix of information, interaction and practical sessions. The 

workshops were well linked and built up over the programme to 

develop a comprehensive programme. 

 Professionalism and quality of all 3 course leaders was outstanding. 

 Just a lot to fit into a short space and more time would have 

allowed more project work/real time project evaluation and using 

the tools in practise more. 

 Real-life scenarios and practical’s are important when learning to 

appreciate the complexities of the subject; these were well used 

during this course. The reading material was also of great use 

although when asked to cover any articles as much notice as 

possible is always helpful. 

 This quality is a very good opportunity for young leaders to 

understand how to get new projects off the ground and to analyse 

why projects go wrong.   With regard to leadership, the first 

programme (2011/12) was better placed to teach us about 

leadership quality. The second programme was best for optimal 

management. 

 Extremely well done particularly in view of the tight time scale; 

pitched just right for the audience. 

 If it had been stretched out a bit, I would have given it a "5". 

 Practical workshop sessions well designed to illustrate principles in 

an easily assimilated and enjoyable way. 

 Brilliant, the right mix of teaching and break-out sessions enabled 

me to get to know colleagues and presenters/facilitators. 

 Very good at putting together theory and practice; highlighted key 

areas.  One minor criticism is maybe the sheer weight of info in the 
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short period of time of the second course didn’t always allow a full 

appreciation.   

 Pre workshop, reading helpful, maybe some video's to watch 

before to "wake up to concepts" would have been useful and put 

folk in an even more positive frame of mind. 

 The workshop leaders clearly had huge experience in facilitating 

leadership and improvement science training. The workshops were 

an incredibly rich and supportive environment. 

 Super mix of practical sessions, theory and discussion. 

 The content was blended really well to meet differing learning 

styles and needs. It was very intensive, and the intensity may have 

hindered full appreciation of all the learning points 

 It is a very thorough workshop covering lots of new ground and 

concepts. 

 I would have preferred to know more about the concept of A3 

problem solving before embarking on my project, I felt rather "at 

sea", but maybe that was a way of pushing us outside of our normal 

comfort zones! 

 The structure allowed us to form a close network - always 

interesting how initial reticence of a group on first meeting evolves 

over time - so I think the timing of each workshop was well 

considered. 

 The content of the individual sections was very good, and fantastic 

to have the feel of delivery by people who really understand and 

can actually do the stuff talked about.   At times it felt like we 

jumped from leadership/organisational development themes into 

the nitty gritty of A3 methodology and back again, and I found that 

a little disjointed and took me a while to settle into the theme and 

make the transition from the big picture stuff to the fine detail. 

5. Please tell us one or two key concepts or sessions that 

were pivotal for you: 

 Lego exercise A3 

 The importance of the following to successful project management 

/ leadership:  Identifying the problem (statement), carrying out an 

entire pathway walk. 

 Fast moving - good use of precious time  Built on concepts learnt in 

the first leadership - Influencing the future program.  Practical 

applications.  Importance of building strong teams and having 

everyone on board (principles of Jim Collins 'Good to Great' and 

Chip & Dan's 'Switch') 
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 1. Lego   2. Visit to exemplar site critical in demonstrating LEAN in 

action and how simple things can be so effective. 3. Vital to look at 

the big picture and not just the detail (the gorilla...) 

 The Lego exercise when we collectively performed so, so badly. 

 Learn to present our project in concise and informative manner in 3 

mins only is a skill that I am proud that acquired?  The introduction 

of Lean through Practical Lean exercise was fun and a learning 

experience that’s engraved in my mind. 

 Visit to exemplar site.  Work on creating and motivating effective 

teams. 

 ROLE PLAY ON VALUE MAP STREAMING VISIT TO EXEMPLAR SITES. 

 Lego practical was the most fun and demonstrated the wrong and 

right approach to service improvement/redesign.  The sessions 

which built up an example A3 were great preparation for the 

project A3. 

 Go see visit was informative and inspiring.  The Lego game seemed 

to switch everyone on to the key concepts irrespective of learning 

style/previous exposure to lean/role. 

 Visit to exemplar site; interaction with other people on the course 

Concept that introducing improvements and change is all about 

good leadership and staff engagement and empowerment Time for 

reflection. 

 Lean and switch. 

 As previously mentioned, the practical’s were useful (e.g. the Lego). 

These concepts are not new to me so I had a chance to re-cap on 

what is a large and complex area. Thus I also found A3 thinking 

sessions most useful too. 

 Culture- how this was key for an organisation and how it impacts 

changes. Lean methodology- these have made fundamental 

changes to our thinking 

 The formation of groups with the opportunity to engage with new 

people every time. Excellent for role plays and giving everyone the 

opportunity to hone communication skills 2) balanced content, 

engaging across all different personalities  3) Inspirational hand-on 

modules for workflow optimisation. 

 The Lego lean simulation exercise was very good.  Switch 

framework is a very practical framework for change. The Lego 

session.   The session where we had to formulate the problem for 

our projects. 

 The concept that Lean is a philosophy and way of thinking was the 

key concept for me and this was when I realised the importance of 

having completed the initial course prior to the Lean course.  The 
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switch framework.  The 99% is not good enough clip also deserves a 

mention. 

 Lean - team involvement in problem understanding and solving.    

Using emotional messages to create a stronger message for change 

and momentum. 

 Principles of Lean and building relationships amongst participants 

were the most important aspects for me. 

 Switch model for implementing change. Identifying waste. 

 Emotional Intelligence and Evening Guest speakers. 

 A3 and Switch. 

 Integration and interaction with colleagues across a wide range of 

hospitals/specialties/job roles  2) A3 workbook and worked 

example. 

 The absolute importance of engagement and trust. 

 Clear explanations of how to use the various improvement tools. 

 Switch  2. A3 Problem solving  3. Practical 'Lego' workshop. 

 Methodology for performing A3 was really quite simple and the 

results amazingly effective. It reinforced the concepts that big 

changes can occur incrementally.  'Plan, do, see, check' and 

'evidence based' is firmly embedded in my routine vocabulary now.  

I thought the Lego exercise, Kaizen waste and is 99.9% good 

enough videos were really practical and simple ways of reinforcing 

the fact change does not have to be complicated and  can involve 

all grades of staff. The basketball video was particularly effective at 

demonstrating to me how being too close to something can make 

you miss the obvious.  Emotional bank account and the 

'discretionary 30%' additional capacity everyone has available to 

give and the most effective ways to tap into it  I could go on but I'm 

probably running out of space! All in all a life changing experience 

when coupled with the Emerging Leaders course (which laid the 

foundations). 

 Is 99.9% good enough - very thought provoking.  Lego game - 

excellent, not only was it a useful tool for teaching a point it has 

really got me thinking about similar ideas for teaching in our lab. 

 The sessions on change management, team engagement and 

sustainability were really vital for my personal development and I 

have encouraged others to use resources from Dan & Chip. 

 Standardised work - never got this before and never appreciated its 

importance until now - can't imagine any other way now.  'Go see' - 

a simple idea that is easy to try to avoid but always works. 

 Group brainstorming brought out a common thread and helped 

connect quickly.  Learning about self-development, communication 

and other soft skills. 
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 Lego exercise really brought home the concept of one piece flow 

and really suited my learning style of a pragmatist.  Going through 

the A3 example using the Lego data also brought it to life and gave 

some flesh to hang on the bones of what had seemed a bit of an 

abstract concept until then.  visits to the exemplar site was a 

brilliant way of again bringing home that real NHS labs can actually 

do all of this. 

 Lego exercise, visits to exemplar site, group brainstorming, is 99.9% 

good enough and Kaizen videos – thought provoking, methodology 

for performing A3, switch model, evening speakers, emotional 

intelligence and using emotion to develop a stronger narrative. 

 

6. Please tell us which content or sessions you would 

suggest we do not include in future programmes: 

 All relevant. 

 It was all relevant.  Problem would be time required. 

 I believe every moment of this course was precious and valuable. 

 Personally I didn't find the telephone coaching useful as I found it 

difficult to relate to concepts described over the phone and also 

found it difficult to convey my ideas in that medium. 

 There were no irrelevant sessions. 

 I found the "problem statement circle" session (where the whole 

group discussed and refined our problem/project statements) quite 

confusing and feel this would have been better done in smaller 

groups and then our project titles/outlines shared with the whole 

group in a different way. 

 I did not personally identify with the "Chip and Dan" aspects. 

 I feel I would have benefited even more from my visit to the 

exemplar site if I had made it after I had  learnt more about Lean 

theory on the course. 

 All relevant 

 I felt the session when we presented our A3 problem statement to 

the whole group consume a significant amount of time, for what 

started to turn out like a need to critique any statement regardless. 

I would have gained as much with a discussion with my mentor 

about it before it was circulated around the group. It seems 

confusing to have asked a group with little (at that point) 

knowledge of A3 to comment on each other’s A3! 

 I personally have benefited more from the  first leadership course 

which was highly insight-generating and made me aware of my own 
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behaviours and actively encouraged me to better communicate.     

The second module was useful and re-reinforced many of my 

previous actions in improving workflow in my department. I had 

intuitively done many improvements in a similar fashion without 

knowing they reflected known concepts. Still the course was useful. 

I would say if I have to make a choice between the two courses I 

would prefer the first leadership course. 

 I would keep them all if possible. 

 All sessions good, although the breakout session to discuss others 

lean work lost its way in my group. 

 I would just stretch out the sessions over a slightly longer period. 

 Can't think of any! 

 None really. 

 Difficult, what was not relevant for me was obviously relevant for 

my colleagues and vice versa.  I felt it had the right balance. 

 I thought everything was beneficial. 

 None spring to mind!  Would have maybe liked a little more on 

examples from non -Pathology areas (possibly reflects my personal 

role/job change during the courses though). 

 I honestly can't think of one in which I didn't learn something. 

 Unable to identify anything - more sessions on tools rather than 

less! 

 Nothing specific. 

 The only session that I found less useful was when we discussed our 

problem statement, but this was probably because it really made 

me think (and despite the session I wasn't sure if I understood it 

fully) 

 Nothing really, my only comment is I did find the array of different 

tools mind boggling - and I still haven't got my head around all of 

them. The ones I’m talking about are predominantly the ones you 

would do on brown paper on the walls. 

 I benefitted from all of the sessions, but I would have preferred the 

Root Cause Analysis / Fishbone Diagram / 5 Why's session to have 

been based on a more realistic example with enough information to 

actually answer the questions posed. I was frustrated by this 

session as I knew how tight the timetable was and I did not feel we 

made best use of our limited time. 

 I think everything had a place. Even things that were not clearly 

relevant turned out to be crucial bricks in the wall. 

 Less of theoretical knowledge based ones as most participants are 

mature learners and can read on own time if provided with the 

content. 
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 The intro day with the focus on the mission statement didn't 

particularly work for me. I quite understand what it was intended 

to do, and I found it easier to conceptualise it with the NLP 

neurological levels model ( but of course that was a very private 

thought process). I'm not sure it really added to the programme, 

although if you do include it I might suggest it comes later, and that 

first bit is really getting stuck into what A3 is. 

7. The project work was a valuable learning experience. 

Comments: 

 Essential! 

 The project work meant that we all had a tangible outcome - 

allowed theory to be put into practice and allowed us to more fully 

understand different concepts. 

 The remit to complete an A3 was very educational. Now we can 

coach colleagues and staff, having had hands on experience. 

 Learning requires 'doing' for me - otherwise there is a danger of 

forgetting the moment you leave the course venue! 

 The requirement to apply the learning in a real life setting ensured 

that the new concepts and skills were practiced and embedded 

whilst still fresh. The confidence given by actually achieving a 

service improvement was also very valuable 

 It really helped me become more comfortable with A3 and PSC plus 

is started the process of sharing my learning with my team. 

However I had limited time to complete it which were due to work 

issues, but there was little scope for slip with the tight timescale 

(although I understand the reasons for this). 

 This in some cases was not enough time to complete, I would have 

gained more from the final day if we were asked to ONLY present 

our project, with a final 10 words (similar to our 5 word check-in) 

on how we felt about the experience,  rather than either our 

experience or project. Also if we could have had these posters as 

PDFs available to all that would have been nice. Finally, are we 

going to be asked to follow these up; the concern would be that 

with those not finished the temptation will be to park it. 

 Fantastic opportunity. 

 I need to keep this momentum going and I am finding it difficult to 

create time. This could be something to cover in future groups, for 

how to achieve this. 

 It made me stop thinking about office based solutions and go out 

and experience the problem. 
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 However personally more so around the management side rather 

than the practical side. 

 Being encouraged to 'try out' the tools that we'd acquired was 

essential. 

 I felt the projects were variable in terms of true LEAN application 

but it is hugely important to actually be made to do a project rather 

than just listen to the theory. It is only then that the key elements 

fall into place. You also get to use your more generic leadership 

skills too. 

 Although the exercise of doing a project, alongside the coaching 

sessions, was really useful in developing one's understanding of 

lean, I felt that the learning needed to underpin the project was not 

acquired in a sufficiently sensible timescale that would have 

allowed a mature understanding to develop before trying to apply 

the knowledge 

 Because of increasing time constrictions I probably did not think it 

would be a valuable learning experience (rhetoric). However the 

reality, after performing the work, was that it was extremely 

worthwhile and helped reinforce in me the methodology, in 

addition to giving me the understanding and confidence to repeat 

the exercise (which I have since done). 

 It was a bit false as I had to find something quickly and although 

helpful I think I over-analysed a fairly simple situation for the sake 

of the project. However I plan to use the same skills in the future 

for projects that are not simple and definitely need to be sorted. 

 The project really gave an opportunity to work through the process 

from beginning to end and to see the positive effects that could be 

made by the introduction of small, well targeted changes and how 

imaginative and creative solutions could be found given the right 

environment for them to be heard. 

 This is not an intellectual exercise. It is the practicality of the 

programme that is its strength. 

 The project puts to test all the theoretical underpinnings and makes 

the skills required very obvious. 

 Essential to reinforce the learning; the programme would not have 

achieved the results it did for me without the project. 
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8. Coaching was a significant part of my learning 

experience. 

Comments: 

 Again, essential for bouncing ideas and guidance. 

 Ensured that momentum maintained - difficult sometimes to find 

time for additional work but coaching ensured this occurred and 

also provided additional teaching re methods, allowed me to 

consider other overlooked aspects - tailored to my situation and 

problem. Without this the chance of successful delivery of A3 in 

timeframe would have been significantly smaller and this would 

have wasted this training and educational opportunity. 

 The requirement to coach the skills learnt was fundamental to the 

course and hugely beneficial. 

 When I wasn't sure what to do next the session really helped - 

invaluable in the timescale we had. 

 Very useful for me. 

 I was fortunate to have been through an improvement course 

previously so, some of the principles were embedded although still 

most useful to discuss. 

 I am undertaking an ILM Level 7 Executive coaching Qualification, 

Sponsored by my Trust. 

 I really enjoyed my conversations and discussions with my coach. 

 Working with Suzanne was great; a really good mix of practical 

improvement science, technical advice and coaching around 

interpersonal relationships, managing the team, communicating 

with others and so on. 

 The coaching to guide through the completion of the A3 was 

important to enable me to maintain concentration. Thank you Carol 

M!! 

 Particularly as Dave Clarke is such a "good head" to bounce ideas 

off anyway. 

 Coaching was enormously helpful and insightful as well as offering 

practical approaches to problems. I particularly liked the fact that it 

was non- directional, and I had to work out the solution for myself. 

 Unfortunately the coaching on both the leadership and the service 

improvement course was not to the standard of my previous 

experience and I found it to be of little help.  But some of that is 

within me and not all on the part of the coaches. 

 OK, useful to talk through thoughts, not much more. 
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 After a challenging week at work, 30 minutes on the phone with 

Suzie put everything into perspective. We had the freedom (and 

confidentiality) to discuss anything I wanted to and often felt far 

more positive at the end of the call than at the beginning. Having 

experienced coaches who had 'been there, done that' was 

invaluable. 

 Motivating, clarifying and supporting. 

 My coach is excellent. He really challenged my thinking in all our 

1:1's and I feel a lot more confident and stronger for it (although it 

didn't necessary feel it at the time)! It’s odd but the beauty of 

coaching (and this course) is that I didn't necessarily 'get it at the 

time' however once I internalised everything I learnt and was 

taught I suddenly made 'giant' strides in my thinking and 

understanding. I feel as if I've made a friend for life both in my 

coach and fellow coachee.  It is also reassuring that I am able to 

contact him still, for a chat, if I become a little overwhelmed or hit a 

problem where the solution is not immediately apparent. 

 It was very good but I wouldn't say it was significant in comparison 

to everything else. I enjoyed talking things over and getting advice 

but it definitely wasn't one of the big parts of the course. I probably 

didn't make the most of it but that was mainly down to time 

constraints at work. 

 I did not find it easy to develop a very productive relationship with 

my assigned coach using the telephone - through no fault of hers! 

The course was very well resourced and I did not seek additional 

advice or resources from her that were probably available. This 

probably speaks volumes about my introverted leadership style and 

desire to be self-resourced. 

 This is such a change in culture that to do it alone would be almost 

impossible; See how apparently similar LEAN teaching, focussing 

purely on technical issues, seems to fail more often than not. 

 it's not until I really tried the A3 that I realised I hadn't quite 

grasped the nitty gritty and without Trevor ( who is a brilliant coach 

by the way!) I would probably have given up. Being tied to regular 

coaching sessions also meant I kept up the impetus and got on with 

it. I tend to be a last minute person so it really wouldn't have 

happened without the coaching. Coaching over the phone worked 

fine having met Trevor at the first session, which meant the rapport 

was already established. It would probably have worked well 

without meeting first but I think it made it more comfortable and 

productive that way 
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9. The pre-recorded WebEx sessions provided useful 

learning. 

Comments: 

 Shared with staff for better, more accurate dissemination of 

information. 

 These are a great resource not only during the course but for 

afterwards. 

 I have not used these tools but will now do so! 

 Have had difficulty accessing them. 

 I probably didn't use these enough to give a meaningful comment. I 

meant to but the pressure of time got to me! 

 Not had chance to view yet - but saved the links. 

 These in the context of improvement I think are vital. 

 Need to cut out the on boarding parts, which are quite long at the 

beginning of these WEBEXs. 

 I found them useful but I often do not find the time to watch web 

sessions (generally). As a result I have missed many of them. 

 I’m ashamed to say I haven’t got round to any of these yet. I have 

all the links and it’s on my to do list... 

 Unfortunately I have not viewed any! 

 Watched a few; found it a bit difficult to learn from. 

 WebEx sessions have been particularly useful in spreading the word 

in my organisation. 

 UNFORTUNATELY DID NOT HAVE TIME TO USE THEM MUCH. 

 To my shame I never accessed any and for that reason my answers 

to 10 are all "OK". 

 It is difficult to set aside the time to access these so it is very good 

that they are still available. 

 Dependant on when watched, potential to make use of them more 

"formal" and tied into future course? 

 I'm embarrassed to say that I've not used these....yet. It's on my ‘to 

do’ list. Speaking to others who have found them useful means that 

I feel very supported having this resource available to me. 

 Actually more valuable once course over as reference guide. 

 I did not use the WebEx sessions. 

 I would expect these to be excellent, as with the rest of the course, 

however I have not yet viewed them. 

 I would have liked to have more time to use more of them as I think 

they are a useful resource. 
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 They are potentially very useful, but the restrictions put on my IT 

access through the Trust meant it was impossible for me to access 

them during sessions with other staff. 

 Find these quite hard to use. Doesn't really fit with my learning 

style. Might revisit... 

 Great to see practical applications and real life examples  also a 

great resource to use for presentations I've done in the dept. and 

will use as group sessions as we start to adopt the methodologies;  

for that purpose would be easier if some of them were a little 

shorter. 

11.  Please rate the relevance of your exemplar site visit 

to your development as a leader. 

Comments: 

 Reassuring. 

 It was my second visit to Bolton and I was blown away when I first 

visited - this was what first prompted me to endeavour to introduce 

LEAN to local Transfusion lab. I can truly say it was life changing. 

Revisiting was once again inspiring and to see how embedded it is - 

something to aspire to. 

 Visit to Lincoln was extremely beneficial. 

 I was really inspired by what they had managed to do. 

 Really brought home the value of putting lean problem solving into 

practice. Very useful to visualise the concept, left very enthusiastic. 

 To see a culture of continuous quality improvement in action was 

both impressive and scary! The visit was significant in showing what 

can be achieved. If the visits could be developed/extended to 

include live try-outs of A3s for actual or scenario 'problems' this 

would be a welcome addition. 

 I was lucky to have visited the department previously.  In addition 

to the impact the visit had on all of us I was able to really see for 

myself that change was proving to be continuous, i.e. well 

embedded with all staff, as refinements had been made compared 

to my previous visit. 

 Really good to see Lincoln - very helpful indeed to see the 'end'. 

 I did not get chance to see my own speciality, however it was still 

most useful. As mentioned, I would have found it more useful to 

have seen an example of my own speciality (Microbiology). 

 I valued the interaction with Simon at Taunton. I found him to be a 

very original thinker and extremely supportive. 
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 Quite a different department from ours; it was more interesting to 

see the workings (and the problems) of a DGH  department, which I 

had not seen before. 

 Very good for me as mainly histopathology and a very similar 

department to mine as it was a DGH with a similar number of 

consultants.  Very good format to the day with opportunity to 

speak to other members of staff, particularly the other consultants. 

 Really powerful stuff and I would like to get others at Colchester to 

be able to access exemplar sites. It's a good way to get the lab 

managers thinking about changing the status quo. 

 Perhaps because I am a histopathologist and I visited a Chemistry 

site (That was intentional on my part but perhaps an error). Also 

did not like some of the approaches that I heard at the exemplar 

site (like "I just told them and they HAD to do it! - so not TPS). 

 I found the site very useful, especially as I am a histopathologist,  I 

got some useful ideas from the visit. 

 Good to see the process in action and the impact it had.  Definitely 

a "must" for any future course. 

 Specifically linked to involvement of all staff at all levels and the 

concept of the tools being part of the "day job" (cytology at 

Taunton). 

 Seeing how the tools fit into a working pathology lab was a real 

eye-opener and filled me with enthusiasm for what could be 

achieved in my department. 

 Emphasised how important overall culture is to success - leadership 

and strategy will both fail if culture not right. 

 Again, I was astounded as to the magnitude of what could be 

achieved in terms of quality and increased capacity/efficiency with 

no additional staff. The evidence of the increased productivity and 

improvement in turnaround times between current state and 

future state was impressive to say the least.  With evidence like this 

it makes trying 'new initiatives' more appealing and worthwhile. 

Additionally the staff seemed really happy and confident. The 

improvement genuinely appeared to reinforce a partnership/team 

effort - which can be unusual in some laboratories. 

 This was a highlight, in fact a turning point for me. It was so useful 

to see and talk to people who had been through change and who 

really felt it was worthwhile. 

 My visit to Bolton, and subsequent additional visit to Taunton were 

brilliant! The results achieved at these two very different sites were 

inspiring and allowed me to really believe that we could achieve 

something equally as good, or better, at our laboratory. I gained 
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belief in my abilities to bring about the improvements that we all 

want to see and keep the patient at the centre of everything. 

 The penny dropped...  You can't teach a culture - you need to feel it 

- this for me is 'the end in mind'. 

 It is very useful to expand practical horizon and see what others are 

doing - better or worse can only be decided once you've seen and 

are able to compare. 

 so much insight into how to get off the starting blocks and that this 

is actually achievable in the real warts and all NHS! 

13. The leadership development and Improvement 

Methodology content was… 

Comments: 

 Built on first leadership programme but brought additional practical 

tools. 

 I have benefited from the programme.  Merlin, Suzanne and Dave 

were a fountain of knowledge. 

 I think that they did feel connected but not yet perfectly. 

 Focussing on CQI and leadership was the key to the success of the 

programme. 

 Initially I found the numbers of improvement tools bewildering but 

once I realised I wasn't expected to learn them all at once things 

were fine. 

 This is not a criticism. It needed to be, these were graduates from 

the previous leadership course. You would hope by this stage it was 

embedded and thus there would be more value in a focus on the 

improvement techniques and how the two are so important 

together. 

 I thought the mix was about right. The leadership bit built on the 

previous course and this time the emphasis was on applying it to an 

improvement setting. 

 I thought the way that the Lean methodology was used as an 

underpinning for CQI and the way this was linked to the leadership 

skills was extremely well done. 

 Brilliant thanks! 

 Chose the nearest answer here as none matched. Was connected 

but that could be improved. 

 Bit naughty to put "perfectly synergised".  They were well balanced 

and there was good overlap to interrelate the two subjects. 

 Maybe more improvement in the first programme ? 
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 There was a nice balance and it was immediately clear that good 

leadership skills are essential to facilitate change. If one hadn't 

been through the initial Influencing The Future course, then it may 

have seemed a little light on the leadership. Perfect for me, though! 

 I think we could have done more on how to lead lean in depts., 

directorates and wider - identify what leadership skills we may 

need and use. 

 Irrespective of whatever the grade I think it’s important for staff to 

learn the skills/knowledge associated with leadership. Staff will 

follow and believe in people they trust, however this must go hand 

in hand with being competent in the methodology as well, as an 

enabler to implement improvement. 

 I think it was the right balance. I had expected more leadership in 

the beginning - I clearly hadn't read up on what was going to 

happen beforehand so I was surprised by how much of the course 

was on developing tools and techniques but I enjoyed the practical 

nature of it. 

 Before starting the course I was not convinced that the two 

belonged together, but by the end I understood the importance of 

needing both to bring about sustainable, focused change. 

 There was lot of technical detail - a lot of which could be easily 

provided online before the start of the course and during. A test for 

this knowledge would ensure competence and knowledge. 

Emphasis On practical projects with hands on support would be 

much more useful 

 Would love to have had much more of both and time to start 

exploring organisational development in more detail.  See 

comments in first section about the connectedness - might make all 

the difference just doing one theme for a morning and the other in 

the afternoon, although I realise that would be tough for the 

facilitators! 

14.  In your opinion, has this programme met its stated 

goals?     

 Progress slow due to time constraints in the workplace, not to 

inadequacies of learning from the program. 

 Currently involved in tendering for primary care work, this 

programme has given the skills to succeed. 

 It is too early to be certain of the medium to long term effects and 

how successful this will be at accelerating the spread of CQI and 

catalysing transformational change. 
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 I have been inspired to share my knowledge and I am doing this 

now. 

 The push still needs to continue to get enough momentum for Lean 

to carry through to more laboratories in a more integrated way.  

We will of course push, but central push/support also helps and 

with the change in commissioning I hope this isn't lost.  The effects 

of austerity actually make it difficult to find the time to make the 

changes as the cuts are coming before the change in practice! 

 Although I fear that not all will carry this on and you will find the 

spectrum of leaders who, engage and establish, those that don't 

have the time and forget to put these techniques to practice and 

some who fall in-between. I would be interested if we could have a 

1 year anniversary to see what has happened to these leaders in 

that time – would be most interesting I think! 

 I'm becoming more involved in the Trust "Every Patient Matters " 

programme, a transformation programme based on Lean 

principles. I've already been asked to be involved in a 

transformation project in our Trust in Diagnostics giving a Lean 

perspective.  I'm also continuing the work in the department. 

 Yes.  I am a committed advocate of Lean methodology and CQI. 

 I need time to dedicate to on-going work. How can this be 

encouraged to maintain progress and not slide back into the day to 

day job and approaches? 

 I have the excellent quality material and networks in place and 

therefore I feel able to extend my learning. 

 Providing we use the knowledge we have been given. 

 The course exceeded my expectations significantly. 

 Well, it's worked for me. It has made a huge difference to how I 

work and what I am doing at work. 

 There are now pockets of highly focused improvement activity but 

the challenge remains about how to significantly spread the good 

behaviours. With my own personal challenges and additional 

responsibilities this remains a challenge, but is one where I now 

feel better supported and encouraged. 

 Give the broad canvas of goals and the short time the programme 

developed all of us and our surroundings but it was obvious that 

this needs prolonged support and more time. 

 Partly chosen only because I haven't yet done all those things; it 

would be a yes because I know I can, although I recognise it will be 

a long hard road. 
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15.  Please indicate key outcomes, benefits, impact on 

others from your participation in this programme:    - 

Quantitative / Measurable 

 Value Stream mapping of two departments and two hospitals - 

identification of where we need to reduce waste   A3 format visual 

instruction sheets (3 produced) now has influenced training. 

 Have several members of staff involved and three major A3 

projects planned (in progress) - just struggling with diary time for 

self and others to progress. More possible projects to follow. 

 Programme 1: introduced LEAN principles into Transfusion lab - 

reduced TAT for all transfusion samples which has been maintained 

despite increased workload.    

 Programme 2: expanded parenteral iron service (pre-op correction 

of anaemia service in place); successful business plan to allow 

medical patients to be access parenteral iron. 

 A3 problem solving now more widely used throughout Pathology:  

ED 1 hour TRT achieved GP same day TRT achieved. 

 I have 21 A3 projects running in the whole pathology department 

with 17 have passed first lean course and 5 applied to obtain a 

green belt in Lean. 

 Leading an improvement in TAT in our department. The very length 

delays that we were experiencing are much reduced and the 

general trend is for improvement. 

 IMPROVEMENT IN CONSULTANT AUTHORISATION TIMINGS. 

 Project increased the % of endoscopic biopsies cut up and 

processed on the day of receipt from 18% to 60%. 

 We have 3 A3 projects within Cell Path (in addition to the 

progression of the project A3).    A full lean improvements project 

has started on both sites I manage (registered with NHS 

improvements) I am working with a previous Phoenix delegate who 

was unable to attend LiA to disseminate my learning outside the 

Trust. 

 80% of patient samples now have their DNA extracted on same day 

the sample is received as opposed to 15% previously. The 

haemoglobinopathy genetics service has reduced its median 

turnaround time from 30 days to 20 days. 

 Savings made in blood sciences with changed methodology. 

 We have managed to continue our improvement journey and I 

hope the key outcome will be that we continue to develop it and do 

not give up or consider this a fad of some kind. 
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 Better use of staff time for Brain Tumour Bank,  improved Pathway, 

better sample collection. 

 I have during the time of the courses applied two improvements, 

one of which has a significant impact on the department's functions 

and efficiency. The other project is on-going. 

 My small project improved 3 day turnaround times by around 10%. 

We have 22000 surgicals per year so over 2000 results more will be 

available within 3 days each year.  I worked with my lab manager at 

the same time, working on a project looking at lab QC procedures.  

This has reduced time spent on QC without increasing defects 

freeing up qualified BMS time. This has allowed the lab to cope 

through a period of sick leave and "end of year" abundant annual 

leave whilst waiting to train up new Band 4 members of staff.. 

 Improvement in 3 patient pathways so far. 

 Staff at Colchester are starting to understand that we need to take 

a different approach. Metrics are being used more to gauge 

improvement (or not). Working across silos is starting and an 

understanding that all depts. need to work together in problem 

solving is beginning. 

 Understanding principles of lean.  Already disseminating it to the 

clinical Team (Breast Unit at Derby)  Direct impact to patients. 

 I have implemented two major projects as a direct result of the 

programme.- one an improvement project, and one a service 

development. 

 Leading more by coaching and team members responding to this  

Implementing major changes in infection control, stated in Trust 

quality strategy around C. difficile and Surgical site sepsis. Now able 

to do this A3 thinking and PDSA. More stakeholder engagement, 

not as rapid as I would have done previously and got the entire 

team to brainstorm together tomorrow and design the new 

pathway; will be able to measure impact of these changes at end of 

this financial year. 

 There is now a clear plan for service improvement in Phlebotomy 

and this being followed. 

 Savings in staff time in a single process. 

 Improvements in joint reception. 

 Reduction in error rate and reduction in waste (both time and 

money) following A3. Improved staff engagement in my 

department. 

 We have recruited a WTE Band 7 as a Service Improvement Lead in 

Microbiology (experienced in 6S and Lean) 3 WTE staff are 

attending UCLH's LEAN and Service Improvement training course  

We are implementing automating the urine pathway in July 13 
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using Flow Cytometers and Mast Uri Systems - this is expected to 

improve mean turnarounds from 30hrs + to <24hrs for all urine 

samples  Potential to free up 1 WTE MLA and 1 WTE Band 6 

(subject to PDSC audit after implementation). 

 Apart from the outcome of my project - getting specimens to the 

lab quicker I don't think there is anything quantitative yet...but give 

me time. I have follow-on projects from the last one which should 

lead to measurable results. 

 Significant improvement in our Blood Sciences specimen reception 

with a 72% reduction in data entry errors being made since the 

introduction of single piece flow.  Reduced delays in Paediatric 

admissions for patients with acute respiratory infections and cohort 

bed management.  Improved turnaround times for A&E due to "hot 

bench" to manage samples from the air delivery sample tube 

transport  Ability to address any problems / issues / breakdowns 

due to the immediacy and efficiency of the daily huddle. 

 The microbiology lab here is now undergoing considerable change, 

particularly in the way it deals with issues. We have about 12 A3 

projects on the go. Simple changes - new ways of making up 

chlorine (saving 5 minutes per day!); reduced turnaround times for 

blood cultures (from 48h to 36h); new procedures for reducing 

errors booking in antenatal bloods (all forms now correctly initialled 

and no errors on recent audit); We have started huddles - and this 

has reduced the need for longer lab meetings. 

 Improvement at work - TAT   Knowledge of improvement science at 

work   Being able to develop others at work outside work 

 Can’t yet quantify as project not yet complete 

16.  Please indicate key outcomes, benefits, impact on 

others from your participation in this programme:    - 

Qualitative: 

 Huddles' now routine; people feel empowered to influence change. 

 Attitude to change improvement.  Respect for my views. 

 Involved staff and improved teamwork (different roles 

communicating better for service improvement). 

 LEAN process embedded in transfusion lab and key staff.   Plan to 

move to ESL lab - LEAN process and design to be incorporated - aim 

to adopt in Hub with time (but latter will be challenging). 

 Enabling Quality Improvement projects,  coaching in quality 

improvement skills, continuous quality improvement introduced, 

and aim is to embed in the culture of the lab.  I am confident with 

my  leadership skills  which are now constantly being tested. 
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 Personality change and a real transformation. Two months after 

this course finished and I still think and apply all the principles we 

were taught. 

 Changing the culture in the department so that the prolonged TAT 

of the past are no longer acceptable. Having the persistence to 

promote new ways of working even when it seems hopeless! If 

others can do it so can we!  Improved communication and team 

work. 

 

Regular huddles when issues are brought up.  Enabling staff to 

engage and own problems. 

 I feel more energised and able to use lean to bring about change in 

a positive way with the teams I would with.  They are also more 

motivated as the impact of change is well evidence. 

 I am coaching my staff in the techniques and methodology I have 

learnt and they are already starting their own improvement 

projects. My goal is to create an environment of continuous 

improvement where staff constantly review and question what 

they are doing with the goal of improving services for patients. I 

plan to do this by fully engaging staff in their work and in the 

department. 

 Increased awareness and knowledge of lean in the laboratory. 

 I have been able to establish a far greater group of staff in 

improvement, when before it was seen to be specific to a group of 

staff. 

 Improved relationships, improved organisation. 

 Better insight into the LEAN concepts. So far I had an intuitive 

understanding. Now I have knowledge of actual tools. 

 I hope I can share the knowledge about lean/improvement science 

with other staff. During the programme I shared my learning with 

our lab manager who did her own A3 project in parallel with mine. I 

hope we've started to give others the feeling they can make 

changes and improve things.  As mentioned above I've being asked 

to give some Lean input to a project improving efficiency in 

Diagnostics. 

 Transfer of Lean skills to my STP trainee who I believe is also now 

an advocate of Lean.  Presentation on Lean to GSTS Senior 

leadership team was successful advising on a Lean project in 

another department 

 Calmer department, more discussions, and participation of team 

members in new ideas, staff feel more empowered. I constantly 

remind myself that there is no "I" in "Team" and therefore use "we" 

much more than I! Makes a big difference to morale in the team. 
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 I hope that my communication and relationships with people are 

improved.  I now know I can work with the corporate body as an 

equal and not just a Pathology Manager 

 Concepts of continuous improvement, plus linking areas related to 

pathology together specifically around patient pathway, plus "little" 

is good. 

 Giving me the confidence and belief that I can make a difference. 

 I am able to provide practical help and advice to my lean teams. I 

understand the basic methodology better and can apply this to 

wider areas within the patient pathway. 

 Difficult to say; a lot of interest has followed, staff actively want 

more information and to be involved  Six further processes/work 

streams are scheduled to be A3'd. 

 I think this has been more obvious. I have started a daily huddle 

which we call "Daily Debug" - it has been going for a couple of 

weeks and is a huge success. We have ideas flowing and rapid 

changes are possible. We have already un-done some of the things 

that were done in one meeting as it is so easy to disseminate 

information.  I have been able to help much more with the rapid 

changes in the lab due to the merger and in particular predict, and 

hopefully prevent some of the potential staff issues. 

 An air of "we can do it" is flourishing in the laboratory, positive 

attitude and good acceptance of change.  Ideas for changes and 

improvements being put forward.  CQI groups set up in the 

different departments and starting to work on A3 problem solving.  

Definite raised profile of Pathology within the Trust, direct 

meetings with the CEO, Chief of Nursing, service improvement 

teams. Invitation to join the Trust team to review demand 

management in diagnostics. 

 A change in culture in the lab so that all see their role in quality 

improvement, MLAs are engaged. Less top down command. 

 Knowledge of self-development.   Knowledge of coaching.  Team 

development skills   Communication skills. 

 Had meetings a departmental level and pathology wide to start 

spreading the word, so seeds have been sewn. I know people have 

been thinking about it because I have been asked for a copy of my 

presentation material by several people and seen NHS 

improvement stuff printed out by the photocopier! 
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17.  In your view has your participation in the two 

Influencing the Future programmes been worthwhile for 

the NHS?  

Comments: 

 As a direct consequence of these two programmes our transfusion 

service has improved significantly now only with TAT but also with 

clinical interface e.g. pre-op anaemia service.   Personally I no 

longer wait to ask but seize opportunities and initiative. I have 

taken on the role of CD which I would not have felt skilled to do 2 

years ago. 

 Best programme I have ever done. I have been on NHS 

'management courses' but they do not address benefits of the staff 

engagement and culture in a way this programme has. I now 

understand what makes a successful leader in a health care 

environment. 

 It has certainly been extremely worthwhile to me and in time I 

hope that my actions will prove that participation has been highly 

valuable for the NHS.  It has made a huge difference to the way I 

am trying to lead our department and if I manage to accelerate the 

spread of CQI in our Trust and the NHS I will be able to tick 

"strongly agree" 

 The 2 programmes both came at exactly at the right time for me.  

Both coincided with me starting in new jobs. I would not have 

considered or taken on the latest role without the experience and 

skills learnt on the first programme. On arrival in my new post at a 

new Trust is was clear that my main objectives would be providing 

strong leadership for a newly formed Cellular Pathology 

department whilst reviewing processes across the various 

departments making up Cellular Pathology to be the very best they 

can be. 

 I am a far better leader, with more confidence to handle even very 

difficult situations, because of the programmes.  My relationship 

with my team is far better following the 360 and coaching from the 

1st programme and the LiA project has brought my MLA's together 

as a team together already and this is starting to happen with the 

whole team, across both sites, as we start the new project. 

 The benefits gained by this type of programme are hugely cost 

effective for the NHS. 

 Definitely a worthwhile investment. 
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 I have gained greatly from both programmes and I hope that 

through transfer of these skills and knowledge as many people as 

possible benefit from my experience. - Thank you! 

 Certainly the first programme was hugely beneficial. 

 We need to be selecting the younger managers now to have the 

biggest gain for the NHS for the future. Whilst useful for anyone, 

there are several course attenders from the first course now 

retiring. 

 As a direct result of the two programmes, I have implemented the 

changes outlined above. I have also taken on a national leadership 

role in the modernised NHS which is outside pathology. 

 As DIPC I always wanted this type of opportunity to develop and so 

I consider myself very fortunate to have been provided these 

opportunities. It has already saved the NHS money by increasing 

productivity, improved communication and recognising Early 

warning signs of problems. 

 Yes , without doubt, my only concern would be that my colleagues 

fail to recognise the change in me or I fail to communicate it  and 

this and it becomes "just another course he attended". 

 I feel far better equipped to lead in the NHS than before the 

courses. I have at least 30 more years in the health service and feel 

prepared. 

 The changes we are making save money, improve quality, improve 

staff morale and patient experience - -what could be more 

worthwhile? 

 I love to learn and also recognise that staff development is an 

important part of my job. This course has given me the opportunity 

to give 'something back' and that something is very tangible. I now 

know that I have much more talent, creativity, intelligence and 

integrity in the majority of staff I manage than is required for the 

current tasks they do. This course has helped me realise that 

everyone counts and the majority can change (if they want to or 

know how to) if they are involved and empowered. I now feel as if I 

have the knowledge, skills, experience and confidence (very 

important) to develop staff and functional teams. 

 Obviously how worthwhile depends on how much the courses cost 

as I can't tell you whether it's good value. However I have found it 

enormously helpful - career changing really. 

 Pathology is now actively considered in my Trust when making 

changes to services & other departments, we are not the invisible 

back room team that we once were. We need to actively work to 

maintain this improved profile. Pathology leadership, especially my 

own, is taken more seriously and I am treated with more respect 
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and consideration - probably more valued as an asset to the Trust 

rather than an expensive drain on resources. 

 I cannot see any other way of dealing with the unknown 

complexities of future health care. 

 It has helped develop skills, network and vision that would not be 

possible without participation in the programme 

 it's led me into coaching and supporting other people’s leadership 

development. I'm now able to share ideas and stimulate others to 

think about different approaches and have a huge interest in how 

we should lead in the NHS. the practical improvement methodology 

of the second programme was so good in terms on moving us 

forward and really made much more sense as a follow on from the 

first programme.   I now stand back and wonder how we continue 

to appoint senior leaders at divisional and exec level without the 

sort of development opportunities that these programmes have 

afforded me - can't help thinking that the NHS would be a better 

and safer place if these competencies were mandatory before 

applying for such roles! 

19.  Any further comments you would like to make: 

 Thank you! 

 The best learning opportunity I have ever had which has been 

work/life changing. Thank you for making this happen. 

 In this time of immense change this programme has been vital for 

me. Can we continue it to facilitate the transformation of Pathology 

in the UK? This is just the beginning. I cannot provide the evidence, 

but would suggest it would facilitate change, improve quality of 

patient care and provide value for tax payers’ money. 

 One of the most valuable and beneficial courses I have done. In my 

views, It was perfectly designed and delivered. 

 Thanks to Phoenix and NHS improvement. 

 I feel privileged to have been part of these programmes at this 

stage in my career. I feel they will be the most useful training I will 

ever do. Hopefully I can continue to apply what I have learned for 

many years to come both in Pathology and wider in healthcare. I 

see promoting leadership and CQI to others to improve patient care 

as my main purpose now 

 Without the positivity this programme has brought to me 

personally and to my team I may have left the NHS as I felt I did not 

have the tools to manage the challenges I face.  Working life is still 

tough but LiA has shown me a way to lead change that is positive, 

allows us to engage with our service users and enables us to 
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celebrate our successes.  I am fully committed to continuing my 

learning and sharing this with as many people as I can both within 

my Trust and in others. 

 I left this programme feeling empowered to grow my staff and 

improve my services. 

 Excellent - really enjoyed it and working with everyone.  Thank you 

 You can never be sure you are going to benefit, however the hope 

is that we do. I shared these concerns at the beginning of my 

improvement journey as part of our pilot program in Microbiology 

within the East Midlands a few years ago, that the team selection 

was critical and probably the main reason why there was such 

variation in success over different sites, at that stage probably 

down to luck. With this structured approach a selection of the right 

team including the right leaders will not guarantee, but increase 

the chance it will be sustained in the long term. A great way to do it 

and I hope it can be repeated with support from a greater choice of 

exemplar sites in the future. 

 Both programmes were excellent.  I particularly enjoyed the second 

improvement-focused second programme because of the very 

practical structured approach to change and improvement.  On 

reflection the second programme was particularly effective because 

of the more generic leadership skills covered in the first 

programme.  The fact that the programmes were specifically for 

Pathology staff was especially good as everything was relevant to 

my every day working life. 

 This programme had a significant impact on my personal 

development and I believe it will continue to do so. Every time I 

realise I have behaved in a more effective way or responded to a 

situation/person more effectively I think of Merlin and say a little 

thank you. 

 Although spreading to others, I think that I will need on-going top 

ups and assistance. How about a refresher once a year or two 

years?    I am once again really grateful for the opportunities you 

have given me. Thank you!     I hope that funding for further 

courses is made available. I would be very interested to send others 

on this course. 

 Yes cascading to colleagues in Microbiology and nurses in infection 

control in an informal but structured manner!    A big thank you to 

Merlin, Susan and Dave. 

 Just to say thank you for the opportunity.  To be on a course and be 

me with colleagues without the worry of politics and influence 

made the learning experience a lot better.  Obviously I will never 

forget wearing a saddle in the stables bar with a colleague on my 
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back but then that's horses for courses!  Thank you to Merlin, 

Suzanne, David and Richard for an experience never to be 

forgotten, I hope I can repay the investment to you and to the 

organisers by improving, enabling, facilitating and influencing 

patient pathways for the users and to benefit the whole of the 

healthcare economy, after all it's not all about Pathology. 

 Excellent programme well-constructed and well delivered.  Would 

be hugely valuable in other areas (e.g. pharmacy) and as a cross 

specialty/organisational working concept. 

 This is lifelong. I include myself under the banner of continuous 

quality improvement.    I honestly cannot thank Merlin, Suze, Dave, 

Penny and Andy enough. There has been a revolution in the way 

that I approach work. 

 We need to extend the LEAN methodology and leadership training 

across all disciplines and units  - preferably with some contact 

between groups for encouragement, support and sharing of ideas 

and outcomes . 

 I very much hope I keep learning, reading, experiencing and 

building on the sorts of issues/topics we discussed and were taught 

on this programme. In fact I'm actively seeking it. Life (and learning) 

do not/never stand still.   I would like to send sincere heartfelt 

thanks to Merlin, Simon, Suzanne, Dave, Penny et al for giving me 

this wonderful opportunity. You are my heroes and I feel truly 

blessed. 

 It is an inspirational programme. I wish it were open to more 

people as my life would be easier if there were a couple more 

likeminded individuals here!  Thank you. 

 Thank you for giving me the opportunity to benefit from this 

learning, it has been life changing for me and I suspect the 

departments and teams for which I am responsible. There are clear 

messages which can be shared with others and changes to team 

culture which will bring about the improvements in the NHS which 

we all want to see. I truly believe that the resources have been 

wisely used and there are many individuals working in senior 

positions in the NHS that would also benefit hugely from this 

opportunity. Sharing my knowledge and skills with others is also 

hugely rewarding for me personally as I consider the value of my 

skills and experience rises as they are shared with an expanded 

group. They will diminish if kept to myself.  More please! 

 Spreading the learning is hard and needs support. We're starting to 

move projects out into other areas of the hospital. But preparing 

the ground so it is fertile is not easy and requires a lot of energy. 
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But there are weeds that will grow anywhere (the early adopters) 

and I will be nurturing these! 

 A lot could be achieved by formal groups through DoH for various 

CCGs and having improvement science in education, commissioning 

and UKAS work streams. 

 I do so hope you will be able to do further programmes.  This is 

such powerful stuff that can really transform those who wish to 

embrace it and I sincerely believe that it is worthwhile.  I feel very 

privileged to have been able to participate in both programmes and 

would hope that others will also have the same opportunity  good 

luck with the bid for further iterations, and thank you all so much 

for what you have shared and inspired us to do. 

 


