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People Caring with People:  Listen, Engage

 

 

 
If you’re actively involved in improving quality that 
sustains, you’re engaging staff.   If you’re 
interested in finding out more about the ‘how to’ of 
staff engagement for quality improvement 
contact us.  We are passionate about our work and 
we’ll be delighted to share with you suggestions 
help you in your role and the learning from our 
work.  In the meantime, we hope this leaflet is 
helpful!  
 
 

Do you know what’s important to staff?

Do you want your leaders to: ask, listen and hear what you 
have to say?  Create space for and encourage your creativity 
and innovation? Tell you what’s happening? Trust you.  Give 
you autonomy.  Include you in the decision making?  
important to you, it’s important to your staff.  What can you 
do to make a difference today?  
 
Understanding what’s important to your staff is the first step.  
At staff listening sessions, this is what they told us:

 
 

What is an engaged workforce? 

(Gallup 2009) 
 

What is our aim? 

Our aim is to establish positive staff engagement as a 
keystone of quality improvement and person centred care.  
We will do this by partnering with services to develop and 
test methodologies, build organisational leadership capacity 
and share learning. 

Actively 

Disengaged 

employees aren’t 

just unhappy, but 

are spreading 

their 

unhappiness to 

other staff.

Not-Engaged 

employees do the 

work expected of 

them, but do not 

put in extra 

effort.

employees work 

Because they feel 

connection to the 

they work hard to 

“Helping make a difference in the lives of those who use our 

services and working collaboratively with our colleagues are 

the greatest positives of our work.  Please ensure we have 

sufficient staff to do our jobs safely and well.  Help us to 

continue to learn so that we can continue to improve 

service delivery.  Help us commit to a culture of mutual 

respect, kindness and compassion.  To improve services, 

improve communication - keep us informed, listen to us and 

value our opinion.  Ask us - we can help reduce waste and 

improve processes.  Introduce flexible working 

- happy patients.  Finally, recognise the work of staff 

thank you and acknowledge us when we do a job well.”

Quality Improvement Division

 Staff Listening Sessions 2015
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What can you 

to your staff is the first step.  
At staff listening sessions, this is what they told us: 

establish positive staff engagement as a 
keystone of quality improvement and person centred care.  
We will do this by partnering with services to develop and 
test methodologies, build organisational leadership capacity 

 

Why engage staff? 

International research indicates that staff engagement is 
essential part of improving quality.  It
Quality Improvement Framework and is intrinsically linked to 
the other drivers.    

(Framework for Improving Quality in our Health Service 

 

So what are we doing in QID to help?

 

Staff Listening #stafflistening

We believe strongly that each individual working in the 
service has a unique insight into the challenges faced by 
their service and knows what can be improved.  This 
knowledge also means that staff are often best placed to 
develop creative, practical and sustainable solutions when 
given the time to do so.  This happens in some services 
already, however, it’s usually on an i
 
In 2015, the Quality Improvement Division designed and 
commenced testing a Staff Listening methodology.  Listening 
sessions provide an opportunity for staff to share 
experiences and their ideas on how to improve their service.  
The sessions also create a platform for staff to work with 
Senior Managers to review and act on the top three pieces of 
feedback. 

Engaged

employees work 

with passion. 

Because they feel 

a strong 

connection to the 

organisation, 

they work hard to 

innovate and 

improve.

Benefits of Positive Staff Engagement
• Positive service user and staff experience

• Better patient and service user outcomes

• Improved clinical quality and safety

• Increased staff productivity

• Improved communication 

• Improved performance and effectiveness

• Improved public perception and confidence

• Services become more cost effective

• Knowing it’s the right thing to do

“Helping make a difference in the lives of those who use our 

services and working collaboratively with our colleagues are 

the greatest positives of our work.  Please ensure we have 

sufficient staff to do our jobs safely and well.  Help us to 

arn so that we can continue to improve 

service delivery.  Help us commit to a culture of mutual 

respect, kindness and compassion.  To improve services, 

keep us informed, listen to us and 

ce waste and 

flexible working - happy staff 

happy patients.  Finally, recognise the work of staff - say 

thank you and acknowledge us when we do a job well.” 

Quality Improvement Division 

Staff Listening Sessions 2015 
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196 staff in University Hospital Kerry and Cavan Monaghan 
Hospital participated in the sessions which were facilitated by 
QID and HR staff.  100% of staff in KGH and 97% in Cavan 
Monaghan who completed the evaluation form 
recommended that the sessions continue.  
are currently being tested in Clare Primary Care and Kerry 
Mental Health Services.   

 

Front Line Ownership  #FLOIreland 

We believe passionately in the knowledge, resourcefulness 
and commitment of our staff.  In 2015, QID commenced a
test of concept for a Front Line Ownership (FLO) 
University Hospital Kerry, capacity building and the 
development of QI coaches.   
 
FLO deeply engages with staff to empower and encourage 
them to creatively develop solutions to challenges they face 
daily.  FLO focuses on positive deviants

1
 and the use of 

liberating structures
2
.   For more information on liberating 

structures see www.liberatingstructures.com 
join a user group.  The work with Kerry has involved in 
excess of 50 staff working on 5 teams Communication, 
Culture, Flexible Working, Waste and Training and 
Education.  There have been three on-site visits with regular 
coaching calls.     
 

Schwartz Rounds #ourpeople #SchwartzIreland

In 2015, the Quality Improvement Division engaged the Point 
of Care Foundation to licence, train and mentor staff in the 
Blackrock Hospice and the Galway University Hospital to test 
the introduction of Schwartz Rounds in an Irish context (over 
300 healthcare settings in the US and 100 in the UK have 
successfully introduced rounds).  To date eight staff 
members have been trained and in the coming months they 
will facilitate ten rounds on each site.  

                                                           
1
 Positive Deviance is based on the observation that in every community there 

are certain individuals or groups whose uncommon behaviours and strategies 
enable them to find better solutions to problems than their peers, while having 
access to the same resources and facing similar or worse challenges.
2
 Liberating Structures are easy-to-learn microstructures that enhance 

relational coordination and trust. They quickly foster lively participation in 
groups of any size, making it possible to truly include and unleash 
everyone. Liberating Structures are a disruptive innovation that can replace 
more controlling or constraining approaches. 

Quality Improvement Division 
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Schwartz Rounds provide an opportunity for staff from all 
disciplines across a healthcare organisation to reflect on the 
emotional aspects of their work.  The structured, monthly 
meetings provide an opportunity to have lunch together and 
share stories of our experiences.  
the story of a particular patient, or a theme and is briefly 
presented by 2 or 3 members of staff involved in the care of 
the patient.  This is followed by a facilitated discussion which 
involves the wider audience and is an opportunity to share, 
support and listen.   
 
Schwartz Rounds provide a framework which has been 
proven to improve staff wellbeing, resilience and teamwork 
which ultimately has an impact on improved 
care.  See the following sites for more information: 
www.theschwartzcenter.org 
www.pointofcarefoundation.org.uk

 

The National Positive Staff Engagement Forum

HR and QID are establishing a National Positive Staff 
Engagement Forum.  This is a place where the voice of staff 
is heard and acted on. The aim is to create a positive culture 
in the HSE where people have a strong sense of connection 
to the service so that all those who use and provide our 
services have positive experiences.
space to share thoughts and ideas about what’s important to 
staff.  We hope that the forum will directly influence and 
shape how we involve all staff in the de
services and inform how we engage with each other.
you’re interested in finding out more, please contact:  
Libby Kinneen, National Lead Staff Engagement (HR) 
Libby.Kinneen@hse.ie 091 775953
 

Measurement 

We will evaluate and share the learning from all from all of 
our initiatives.     
 

Sharing the learning #ourpeople

With the guidance of the National Forum when established, 
we hope to share learning from positive staff engagement 
initiatives, literature and resources with all services through 
established and new communications channels.  
 
We are also designing a serie
in collaboration with HR to build leadership capacity for 
positive staff engagement.  

Contact us! 

For more information about this or any of our other work, please contact:
 

Maureen Flynn
Director of Nursing and Midwifery, Quality Improvement Division, 

Lead Governance and Staff Engagement for Quality 
maureena.flynn@hse.ie

Juanita Guidera
Quality Improvement Division
 juanita.guidera@hse.ie 

Paul Marley
Quality Improvement Project Manager

paul.marley@hse.ie
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Paul Marley 
Project Manager, Quality Improvement Division 

paul.marley@hse.ie | 07669 56949 


