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High	Impact	Leadership	
Behaviours



Person	Centredness

“Be	consistently	person-centred	
in	word	and	deed”



www.ourvoice.scot



•5.37	million	
population

•£13.4	billion	health	
and	social	care	budget	
for	2017-18

•14	territorial	boards
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Number of stories on Care Opinion per month: C Chart
Count









Over	5,000	stories	shared

784	staff	listening

Over	200	service	changes	made	as	a	result

96%	of	stories	have	a	response

Source:	Patient	Opinion







Muriel	Rukeyser,	The	Speed	of	Darkness,	1968







Be	in	unilateral	control

Win	and	do	not	lose

Suppress	negative	feelings

Behave	rationally	



Q. Overall did you feel you were 
treated with respect and dignity 
while you were in hospital?

A. Yes, always

Q. Overall, how do you rate the 
care you received?

A. Excellent

“The other thing I didn’t raise and I 
should have done because it does 
annoy me intensely, the time you 
have to wait for a bedpan... elderly 
people can’t wait, if we want a 
bedpan it’s because we need it now.  
I just said to one of them; “I need a 
bedpan please” and it was so long in 
bringing it out it was too late.   It’s a 
very embarrassing subject, although 
they don’t make anything of it, they 
just say “Oh well, it can’t be helped if 
you’re not well.” And I thought, “Well, 
if only you’d brought me the bedpan 
you wouldn’t have to strip the bed 
and I wouldn’t be so embarrassed”.





X Unit	no.	of	consecutive		+ve stories



Pareto	chart	of	improvement	themes	
from	maternity	stories









Senge et	al.	(2015),	The	dawn	of	system	leadership,	
Stanford	Social	Innovation	Review,	winter	pp.27-30	
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