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“Even though I have worked for the NHS for 
28 years & dealt with people both face-to-
face and on telephone, this workshop still 
made me think about my own 
communication skills etc. I found this        
extremely useful & informative & would 
recommend to other colleagues, including 
GPs!”  
 
Dr Tyreman & Partners 
Barnsley 

February 2017 
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The NPAG is a part of the East of England Ambulance Service NHS Trust 

February already and the days are just starting to get a little 

longer.  I hope you have all had a good start to 2017. 

As part of NPAG’s commitment to continuous improvement 

we are reviewing our popular Customer Care / Service Excel-

lence programme for 2017.  In addition to our on-site cus-

tomer care workshops over the last year we have also suc-

cessfully supported managers in reviewing their organisa-

tional culture and behaviour.   

We held two London workshops – one in January and one in 

December.  These events provided delegates with the oppor-

tunity to learn from a range of case studies from organisa-

tions that have identified a need to shift their culture and 

behaviours.  We have been supported in this work by our 

partners Sheila Fisher of Impact Training and Dr Tim Franklin 

of consultants Alturos.    

I spend time with our national best value groups and I am 

struck by just how consistent a theme organisational culture 

is.  It seems relatively straightforward to identify a need to 

review and change our culture but few organisations seem to 

know how to tackle the issue. It is here that NPAG are seek-

ing to help.  In this issue you will see our ongoing plans for on

-site customer care workshops and very soon we will be able 

to share our further plans for supporting trusts in reviewing 

their cultures. 

In the meantime please see details in this edition of all our 

current products and services. 
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 Join Now! Clinical Engineering BVG 2017 

www.npag.org.uk 

The NPAG Clinical Engineering North and South Best Value Groups are two unique groups enabling NHS Clinical  

Engineers to meet and share new ideas, discuss common problems, measure service providers performance,      

provide cost effective solutions, be creative and innovative in service design and network with others involved in 

this complex area. Both groups are aligned with common meeting agendas which include standard items such as 

identifying cost saving initiatives and ways that departments can save money. In addition the members are al-

ways keen to invite key presentations (often including updates from manufacturers & suppliers) to meetings 

which always have educational content underpinning the CPD points scheme. Members actively network and 

benchmark with each other and support the delivery of their annual NPAG Clinical Engineering conference.  The 

conference this year will take place on the 12th September in Coventry.  

Richard Steventon is the joint Facilitator. He was the Medical Engineering Dept Manager at the Royal Shrews-

bury Hospital. He joined the NPAG as an expert Facilitator in 2011 and is very well regarded by the members.  

These groups are able to influence national policy and practices. A positive link with a NHS England Patient Safe-

ty representative has been established and two members are currently on the monthly web-based safety 

(MDSO) panel discussion group. 

An important aspect of the group’s meetings is sharing data to benchmark performance and data. To facilitate 

this, the group has developed six KPIs, which they revisit on a regular basis. These KPIs enable members to mon-

itor their department’s individual performance and provide a means to monitor continuous performance.  

The members also maintain a central database of each trust’s clinical engineering staffing, budgetary, equip-

ment and other useful supporting data to facilitate networking and provide additional supporting information 

for  benchmarking. Join us and see how membership can benefit you and your organisation!  

“Every time I attend a Clinical Engineering BVG meeting, I return to my trust with new and valuable 
information and knowledge relating to medical device management.”  

Medical Engineering Manager, The Shrewsbury and Telford Hospital NHS Trust  
 

“Membership of the NPAG Clinical Engineering Group provides an ideal platform of shared learning, 
from a network of experienced  & knowledgeable Members, whilst also creating the opportunity to 
receive the very latest on information and innovation in today’s Medical Device market. This can 
prove to be an invaluable  Asset in meeting the current challenges of a modern day Clinical/Medical 
Engineering department.”           

Workshop Manager, Christie NHS Trust 

FREE GMDN Membership Included: free membership access for all NPAG Clinical Engineering North 

and South BVG members to the Global Medical Device Nomenclature Agency website as www.gmdnagency.org. 

GMDN is a system of internationally agreed terms used to identify medical devices. 

Both groups have agreed to meet 4 times across 2017 with the Northern group beginning their 2017 round on 

the 2nd March in Wigan and the Southern commencing their 2017 round on the 14th March in London.  

Interested? Please contact: Clinical Engineering North BVG: e: marie.cherry@npag.eastamb.nhs.uk  

        Clinical Engineering South BVG: e: gemma.aitchison@npag.eastamb.nhs.uk  

mailto:marie.cherry@npag.eastamb.nhs.uk
mailto:gemma.aitchison@npag.eastamb.nhs.uk
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Customer Care & Communication Skills in the NHS Onsite Training Workshops 2017 

 

“The patients must be the first priority in all of what the NHS does. Within available 

resources, they must receive effective services from caring, compassionate and com-

mitted staff, working within a common culture” Francis Report, 2013 

 

This is a one day workshop aimed at all NHS Staff. Delivered on your premises to your team, this workshop will 
be tailored to your training requirements. The trainer will work closely with you to ensure the content of your      
workshop reflects your objectives and requirements, always ensuring the outcomes are successful and can be         
measured. The workshop is designed to increase the awareness of service user relationships, and its importance 
and impact on your organisation. 
 

Attendees will:  
 

 Understand the impact of your behaviour on others 

 Learn how to handle challenging situations & people 

 Develop effective communication techniques 

 Understand patient expectations 

 Identify how and why perceptions are formed 

 Demonstrate a positive attitude 

 Take ownership 

This workshop can also be used as evidence to the CQC of your commitment to improving patient care through 

staff training and contribute towards achievement of the Knowledge and Skills Framework. It also supports 

the  appropriate “Francis Report Recommendations” that relate to the service that is provided. 
 

What the delegates say: 
 

“Great engagement opportunity to engage and reflect on previous failings and recognise how to 
move forward in the future.” NHS South Worcestershire CCG , November 2016 
 

“This workshop should/could be disseminated and repeated to all staff grades. Very useful to stop & 
think about the impression we may give & how we can create a better impression.“ The Calderdale Roy-

al Hospital, September 2016 
 

“I have seen a general uplift in staff returning from this session. Thanks for helping getting the con-
versation  started on the importance of values and beliefs in ourselves, each other and the service 
we deliver.” HSSD, Jersey, September 2016 

 

Interested? Please contact Marie Cherry for further details: e: marie.cherry@npag.eastamb.nhs.uk   

 

 
 

mailto:marie.cherry@npag.eastamb.nhs.uk
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Estates South Best Value Group 2017 

www.npag.org.uk 

The Estates South BVG demonstrates the benefits of 

collaboration and sharing of ideas within an Estates              

forum.  The recommendations from Lord Carter and 

the introduction of the Model Hospital makes groups 

like this one fundamental to achieving the require-

ments set out by the Department of Health.  

This group comprises of NHS Estates professionals, 

meeting four times a year. The Estates South members         

comprise of representatives from Acute Trusts, Mental 

Health Trusts, Community Trusts and NHS Property 

Services Ltd.  Each meeting agenda is  driven by the 

members, where there is opportunity to discuss indi-

vidual operational concerns and issues and to seek 

advice and guidance on how others are operating the 

services they provide. Members recognise the im-

portance of comparing data and they feel it is equally 

important to share innovation and best practice with 

the aim of taking a much more proactive approach to 

improving the services they provide.   

Over the past year, members have benefitted from 

detailed discussion on how and what changes Trusts 

are making to bring their organisations in line with the 

Carter recommendations and to achieve the medi-

an.  The group have invited key presentations on wa-

ter safety, software innovation (MICAD), PFI contract 

management and the role of the Authorising Engineer 

air conditioning and ventilation.   

“I have found NPAG provides me with essential 

networking and face to face contact with my 

peers and learned professionals, to assist me 

with keeping up to date with all aspects of my 

work. It provides a support network where you 

can share your challenges in confidence in order 

to gain support and  appreciate the latest initia-

tives to increase efficiency and productivity. Time 

well invested for any busy Healthcare Estates 

professional.”   
Assistant Director of Estates, The Royal Marsden NHS FT  

 

Interested? Please contact Marie for further de-

tails  
 

e: marie.cherry@npag.eastamb.nhs.uk 

tel: 01245 544600   

Looking Forward 

This year the Estates South and Estates North BVGs 

will come together for a combined meeting which will 

attract key speakers on topical subjects such Carter, 

ERIC, PAM and the Productivity and Efficiency agenda.  

There is opportunity for members to carry out target-

ed benchmarking exercises, share policies and proce-

dures and learn lessons of others. There is also the 

facility to visit member sites to look in detail at areas 

of good practice. 

Why Join? Our Chair Says:  

As we look forward into 2017, the need for en-

gagement, participation and involvement from 

all sectors of the NHS will be paramount to deliv-

er the Carter requirements and the changes re-

quired within the sustainability and transfor-

mation plans. From an NPAG perspective we look 

forward to having a joint meeting with Estates 

North BVG in 2017 so we can come together and 

share the vast amount of knowledge we have in 

working within the NHS and the private sector. 

NPAG is a great enabler for estates colleagues to 

join and share good practices and knowledge to 

ensure we can achieve the quality, togetherness 

and savings set out by the Department of 

Health.” 
 

The first meeting of the 2017 round will take place on 

the 30th March in Central London.  The following 3 

meeting locations and dates will be discussed and con-

firmed at this first meeting.  

mailto:marie.cherry@npag.eastamb.nhs.uk
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National Networking Group Meetings 

 

February 

 Resilience Development Network 

 Security Network 

 Waste Management  

 

March 

 Operating Theatres 

 NHS Sustainability Leads 

 Health Visiting and School Health Services  

 Estates South  

 Clinical Engineering North 

 Clinical Engineering South 

 Nursing and Temporary Staffing 

 Decontamination 

 National District Nurses 

 Telecoms 

 IT & Connectivity  
 

Workshops  & Events  
 

Book your place now….. 
 

Theatres and Decontamination Conference: 8th 
March 2017, Midlands (Sponsorship Packages 
Available) 
 

Clinical Professional Development for Occupational 
Health Nurses. Training modules - Both National 
and Onsite training available  
 

For more information please contact  

Gemma: e. gemma.aitchison@npag.eastamb.nhs.uk  
 

 

Putting the Patient First Onsite Training Workshops 
 

For more information please contact  

Marie: e. marie.cherry@npag.eastamb.nhs.uk 

NPAG are committed to continuous improvement.  We are supported in that aim by the internationally recog-

nised quality standard ISO 9001, which we acquired back in 2010. 

The ISO 9000 family addresses various aspects of quality management and contains some of ISO’s best known 

standards. The standards provide guidance and tools for companies and organisations who want to ensure that 

their products and services consistently meet customer’s requirements, and that quality is consistently improved. 

Victoria and Gemma are our Quality Representatives and both are passionate about embedding ISO9001 as a 

central part of our everyday lives here at NPAG.  

In the last 6 months, led by recent changes to the ISO 9001 standard,  we have introduced some exciting new 

ways of working which we hope will cement our commitment to quality further.  

Early in February we have our annual external audit and reaccreditation process and will be working closely with 

our auditor to understand those areas where we can continue to refine our processes to further improve our ser-

vice to all of you. 

We always welcome your advice and suggestions. If you would like to pass on any feedback or share with us ways 

in which you feel we can improve please do get in touch.   

e: victoria.combes@npag.eastamb.nhs.uk  

e: gemma.aitchison@npag.eastamb.nhs.uk 

  Cert No. 9210 

mailto:gemma.aitchison@npag.eastamb.nhs.uk
mailto:marie.cherry@npag.eastamb.nhs.uk
mailto:victoria.combes@npag.eastamb.nhs.uk
mailto:gemma.aitchison@npag.eastamb.nhs.uk
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Contact Us  

 

 

Phone: 01245 544600 

Email: npagnews@npag.eastamb.nhs uk  

East of England Ambulance Service 

NHS Trust 

Chelmsford Office, Hospital Approach 

Broomfield, Essex 

CM1 7WS 

‘Helping to Achieve a Cost Effective & Efficient Nursing and Temporary 

Staffing Facility’  

The longstanding and very successful Nursing & Temporary Staffing BVG is due to com-

mence a new round on Tuesday 21st March at the Royal Angus Hotel, Birmingham.  

With pressure continuing to grow on this function across the country, the role of the group becomes ever more 

important.  

Recognising that cost pressures can make it more difficult for staff to get involved in such groups we rather liked 

the comments made by some of our members in this regard… 

“Membership of the Nursing & Temporary Staffing BVG has been excellent value for money. The 

year’s membership cost my trust something in the order of £500 but I went away from the meetings 

with time-saving ideas, resources, lessons learnt, information, etc. This will have saved my trust this 

sum of money many times over. (Not to mention all the network support between meetings).“ 

“For me it’s a ‘no-brainer’!” (Nurse Bank Manager, The Royal Orthopaedic Hospital NHS Foundation Trust) 

In the new round we will continue to work with our colleagues from: NHS Improvement, NHS Employers, NHS 

Protect, DH Quality, CQC & Investigations Policy Team and Shakespeare Martineau solicitors who host our sum-

mer meeting. 

Expected topics will include:   

 Reducing Agency Costs  -  Recruitment and Retention (including Recruitment from Overseas) 

 Employment Law (including: Case Law, Remuneration, Redundancy, Pensions, Worker Status, Materni-

ty/Paternity Leave, Holiday Pay, Zero Hours Contracts) 

 Counter Fraud -  Quality of Care  -  Competencies and Assessments (including Value Based Assessment) 

 Benchmarking and Performance Dashboards (comparing a range of KPIs  including: Pay Rates, Fill Rates, 

Agency Usage, Induction & Appraisals Comparisons) 

 HMRC IR35 

To join the NPAG Nursing and Temporary Staffing BVG please contact Gemma: 

e.gemma.aitchison@npag.eastamb.nhs.uk  
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https://mobile.twitter.com/npaguk
http://www.npag.org.uk/
mailto:npagnews@npag.eastamb.nhs.uk
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