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Dear Friends and Colleagues,

We do hope you and your families are keeping safe 
and well. This week sees the next step in the easing 
of lockdown restrictions in England. To help keep 
yourself and others safe, please continue to wash 
your hands, cover your face, and make space - and if 
you are seeing people, meet outdoors.

The Patient Faculty, Codesign and Practice Team 
have this month returned from their redeployment 
roles within NHS and are working hard to return to 
business as usual. It has been challenging times for 
many people and our thoughts have been with you 
and your families through this difficult time. During 
the pandemic we have heard of both sad and happy 
stories from people who have lost family and friends, 
but, also, we have heard of the amazing work 
patient leaders have been undertaking to help their 
neighbours.

What’s happening over the coming weeks and 
months: 

• We are starting all our Leadership Development 
programmes

• Launching our patient and staff recruitment 
campaign

• We will be delivering our Mentoring programme, 
Interviewing Skills workshops and Narrator 
Workshops (Storytelling with Impact)
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Experience of Care 
in the digital world
“Experience of Care” takes on a whole new meaning 
in 2021 - the second year of Covid-19.

The 2020 Experience of Care Week had to be cancelled, as 
the first wave of Covid threatened to overwhelm the NHS. 
In the months that followed, we saw heroic efforts by NHS 
staff. But no-one can say that patients have been having 
an easy time of it recently.

So is there any good news on experience of care to come 
out of the Covid crisis? Happily, in at least one area of 
healthcare, there is.

Leadership teams in both primary and secondary care have 
been talking for years about “telehealth” and “telecare”. 
They have imagined a world in which technology gives 
patients the opportunity for video consultations - quick 
and convenient appointments without the time and cost 
of travel, the stress of hospital car parks, the discomfort of 
long waits on hard waiting room chairs.

For a range of reasons though, telehealth has always 
seemed just out of reach. The technology was never good 
enough, or the data security issues were too difficult, or 
the patients weren’t quite ready for it. But Covid blew 
all these objections out of the water. All of a sudden, 
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lockdown and social distancing meant that we just had to 
get on with it.

The results have been a revelation. Right from the start, 
patients were reporting a good experience of telecare. 
This comment, for example, was posted on Care Opinion 
in April 2020: “Just had a video consultation on my 
iPhone with my own doctor and all I can say is that it 
was excellent. He sent me the link, which I downloaded, 
followed the instructions which were easy and success! 
The doctor was there!”

By August, we were seeing published evidence of telecare 
from the patient’s point of view. The Doctor Will Zoom You 
Now said that many people “…appreciate quicker and 
more efficient access, not having to travel, less time taken 
out of their day and an ability to fit the appointment in 
around their lives. Most people felt they received adequate 
care and more people than not said they would be happy 
with consultations being held remotely in future”.

Telecare is not a “one-size fits all”, and digital exclusion 
remains a reality for some - although possibly fewer 
than we might think. Data from the Office for National 
Statistics, for example, shows that in 2018, 95% of UK 
adults aged 16 to 74 years were recent internet users. 
And in 2019, 78% of disabled adults were recent internet 
users. Of course that still leaves some for whom telecare is 
not an option. 

Recent guidance can help healthcare services to think 

COVID : A TIME OF CHALLENGE 
AND OPPORTUNITIES
Bren McInerney, Citizen Leader 

When I reflect back to the early days of Covid, I remember 
in March 2020, attending the fantastic Chief Nursing 
Officer’s Summit and hearing of first steps around Covid. 
Listening, learning and understanding more, I was also 
able to share my thoughts with senior nurses on working 
for/with people in community and neighbourhoods. Six 
months later, I was invited to chair a sub group of the 
People and Community Advocates Forum that will feed 
directly into the national community nursing plan board. 
Humbled and privileged, in equal measures, what was 
clear at a senior level was how they truly valued me as a 
person, my skills, and trusted me in this vital role.

Nobody could have been more surprised than me when 
the Cabinet Office let me know my question on engaging 
communities and addressing inequalities would feature 
that day (5th May 2020) at the Cabinet Office’s public 

about how to promote digital inclusion. A good example is 
this report on digital inclusion in mental health. And there 
is also useful guidance on how to run public engagement 
events in the online space. However, to provide patient 
centric care it is also important that services are accessible 
for those that can’t get online.

The NHS Leadership Academy is committed to helping 
NHS leaders to learn from all of this. 

• We have moved our learning online, and are likely to 
continue with flexible delivery, enabling learners to 
participate digitally as well as face to face, as and when 
Covid regulations allow.

• We will be working with our patient partners to build 
Covid experience into our programmes. We know that 
we need to understand more about matters such as 
Long Covid and vaccine hesitancy.

• We will be developing NHS leaders not just for the here 
and now, but for a post-Covid future. Understanding 
experience of care in the digital world will be an 
important part of that.

After last year’s cancellation of Experience of Care Week, 
we are delighted to see it up and running again. The 
Covid crisis has been a bad experience for both staff and 
patients. But it has also been a huge learning experience. 
And we are determined to use the learning to develop 
better leaders, and better experiences of care.
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briefing. It has been a question I’ve constantly asked in 
national and local forums for many years, and continue to 
do so. As a leader it is important to ask constructive points 
with a clear purpose and understanding why the question 
is so important, and to whom. 

My work with the NHS Leadership Academy has 
continued virtually and I have joined a small group on 
Peer Mentoring. I presently mentor my friend Val who is 
leading a community donation funded Peer Mentoring 
programme with NHS Leads. Whilst the richness and purity 
of this programme lies in the Community Led approach, 
the ability to share thoughts and knowledge, and learn 
continuously, is invaluable. 

There are many components to leadership, but humility 
and emotional intelligence are key, and I have sent e-cards 
at Christmas, Easter and other occasions, and traditional 
cards of thank you to each GP Practice in my area. It will 
never be enough but to say, and mean, thank you goes a 
long way. 

Even during Covid I have been so proud of so many 
community leads. Reyaz and the many volunteers 
delivering meals and support for so many people in the 
local community, and Kirstie, the Founder and Director of 
the Shire - a phenomenal community hub (that has a focus 
for young people but is for everyone). Her courage was 
such that national leads across NHS England/Improvement, 
Care Quality Commission, Public Health England, NHS 

Business Services Authority, to name but a few sent 
personal greetings and thanks to Kirstie. So, there is 
something about a citizen leader that flags up excellence 
to others.

Although I have looked to serve and be there for diverse 
communities for over two decades, the invitation to join 
the Race and Health Observatory Stakeholder Engagement 
Group was such a proud moment. Knowing it was 
a privileged opportunity there was still more I knew I 
needed to do and on the day of writing this article I 
have been able to announce the results of an education 
and awareness session on the need of Gypsy, Roma 
and Traveller communities, a follow up discussion on 
engagement and inequalities, a sub regional roll out of 
these two sessions in 2021/22. Leading this work is, again 
an example of how citizen leaders, supported, can take 
forward programmes of work to the people we serve.

What is important is to keep focused on what matters to 
the people and communities you love and serve, and not 
overlook both. Going forward with the inequalities agenda 
we have much work to do and a journey that will require 
NHS Leaders, and leaders across sectors to truly move 
from transactions with people and communities to that of 
meaningful and trusted relationships. Citizen leaders have 
a part to play and must continue to promote and amplify 
all voices, but particularly the voices who are less heard/not 
at all. I am confident with willingness, honesty, consistency, 
and focused time we can achieve for all. 

Experience of Care Week 2021 - Join in!

Experience of Care Week runs from 26th April to 30th April, celebrating all that is happening 
across health and social care to keep improving experiences of care for patients, families, 
carers and staff.   

We welcome being able to turn the spotlight on good ideas and we want everyone to feel they are able 
to contribute to this special week and make it a week of celebration.  

There is a programme of national online events and you can book onto the sessions listed below. 

PLEASE NOTE:- The joining details for each webinar will be sent on the afternoon of the day prior to 
the event, please therefore ensure you use the correct joining details if you are booked onto more than 
one session. If you are booked onto a session and do not receive details the day before the event, please 
contact ellie.coulbeck@nhs.net for support.

Session Date Time Link

Co-Production Monday 26 April 2021 12pm - 1pm Register here

Health Inequalities Tuesday 27 April 2021 12pm - 1pm Register here

Carers Wednesday 28 April 2021 12pm - 1pm Register here

Allied Health Professionals Thursday 29 April 2021 12pm - 1pm Register here

#Call Me Webinar Thursday 29 April 2021 2pm - 3pm Register here

Beryl Institute Friday 30 April 2021 12pm - 1pm Register here
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