


  

 

 

 

 

 

 

 

 

 

 

 

  

 



  

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

Some might have thought it a crazy idea… 

…to try to get thousands upon thousands of frontline staff across the NHS  

to commit simultaneously and publicly to change and improvement  

for no reward other than recognition and support.   

 

But, as one famous agent for change once observed 

“Here's to the crazy ones…because they change things.  

They invent. They imagine. They heal. They explore. They create. They inspire.   

They push the human race forward.  

And while some may see them as the crazy ones, we see genius.  

Because the ones who are crazy enough to think  

that they can change the world, are the ones who do.” i 
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A message from the Change Day team 
In mid 2012, a group of emerging clinical and managerial leaders 

stepped up to be at the forefront of change by launching the very 

first “NHS Change Day”, to take place on 13th March 2013. 

They were seeking to harness the creativity, innovation and energy 

of people who work for and with the NHS and patients in a single 

day of collective action. The shared purpose of Change Day was to 

mobilise a grass roots movement of people to gain 65,000 pledges 

– 1,000 for each year since the NHS was established. 

This would make it the single largest simultaneous improvement 

event in the history of the NHS and, therefore, one of the largest of 

any organisation in the world. 

This interim report shares some examples of the difference made 

and the initial story of the first NHS Change Day and its team – 

when the NHS stepped out together and we not only reached the 

65,000 target, but smashed it, receiving a staggering 189,000 

pledges. 

Change Day 2013 was an extraordinary moment in the history of 

the NHS. It taught us that large-scale improvement is possible in 

the NHS and that the best way to do it is through collective 

commitment, action and by keeping it simple. It was about making 

big change happen, not just thinking about it or analysing it or 

suggesting how to do it but by simply doing something better 

together. 

Right from the moment we started talking about NHS Change Day, 

the most common piece of feedback we got was “why hasn’t 

anyone thought of doing this before?” It was people taking action 

on a collective basis that led to the creation of the NHS 65 years 

ago. Since that time, people who have cared passionately for the 

ideals of the NHS have played their part in changes to take the 

service and its values forward. 

Today, we are at a point in NHS history when there is a greater 

need than ever for those who value the NHS to contribute to 

making it fit for the future. NHS Change Day and the change 

movement it has sparked shows we can rise to that challenge. 

President John F Kennedy once quipped that “victory has 100 

fathers and defeat is an orphan”ii.  In the case of NHS Change Day, 

it is a victory for a burgeoning social movement for change owned 

not by hundreds but by tens of thousands across the entire NHS 

and beyond. 

We cannot name all of them individually here, but each and every 

one of them can be found on our Pledge Wall at 

www.changemodel.nhs.uk/changeday.  To them all we offer our 

heartfelt thanks and appreciation for taking part.  Anyone can join 

them by getting in touch with us and joining our change movement 

via any one of our social media channels. 
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Tollgate Medical Centre, Beckton pledged to switch off the 

electronic notice board:  all clinicians would personally welcome 

and ‘meet & greet’ patients from the waiting room on NHS Change 

Day.  An unexpected positive for the staff was seeing the rest of 

the team during surgery meeting and collecting their patients 

where they would normally be sitting in their rooms alone.  Apart 

from this minor challenge, the staff found it was easy to get 

everyone engaged with Change Day.  The idea of making small 

changes to improve the NHS was so compelling.   

 

 

 

Derbyshire Community Health Services NHS Trust organised 

over 130 pledges involving over 400 staff.  One of the biggest was 

the mobilisation of over 220 local Innovation Scouts. They also 

included plans to undertake a 'mystery shopper' approach in 

service areas and make suggestions on how to improve the patient 

experience;  to obtain patient questions via video and play them 

back at team meetings to discuss feedback and communication 

with patients and service users;  spending more time each week 

talking to patients, service users and front line colleagues to 

understand their experiences and concerns and ‘keeping people 

motivated during these 

times of change’.   

All pledges have been 

logged locally by the 

Innovation Hub who will 

follow up on all pledges 

within 3 months.  The 

Chief Executive has 

pledged to report back to 

the whole organisation on 

the progress and 

sustainability of her 

pledges, leading by 

example.    
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In University Hospitals of Leicester Trust, the Procurement & 

Supplies team pledged to clear out redundant and out of date 

paper documents in their offices from previous managers and 

procurement archive area to clear space for operational work.  This 

made a huge difference in the receipts and distribution area within 

the Trust. 200 archive boxes were taken away and confidentially 

destroyed. 

 

 

 

 

 

 

 

Russell Mayne from Cerner organisation held an event for 55 

people titled "Disrupt the Status Quo' on March 25th for his pledge 

for NHS Change Day. The event focused on people involved in 

clinical transformation and the feedback was overwhelmingly 

positive about the lessons learned about transforming care in 

clinical practice. 

 

 

In Arden Clinical Commissioning Group, a fifty-strong NHS 

Change Day team of staff, lay members and patients took the 

message out to communities and subsequently reached thousands 

of people.  They combined this with local press and social media.   

Around 450 people also completed detailed surveys about local 

health services in their local area.  Over a hundred have agreed to 

engage with them on a regular basis and have signed up as local 

Health Champions. 

The public valued having an opportunity to share their views, 

knowing what they said on the day will genuinely help to make a 

change for the better.  In addition, more than a hundred patients 

will be sharing their views with the Commissioning Group on a 

regular basis from now on in their role as health champions. 

Analysis from feedback on the day will help inform the Clinical 

Commissioning Group as they plan local health services in the 

future.  The staff feedback was extremely positive and the event 

was really valued by those who might not usually be in a public-

facing role. 
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East Cheshire Commissioning Consortium pledged to create a 

weekly opportunity for all staff to ask the question “what have I 

done to help a patient this week?” 

As the Consortium is not a ‘frontline’ / provider organisation, its 

daily contact with patients is minimal when compared to a hospital 

or primary care – however as commissioners of services, it 

believes wholeheartedly that it commissions for its patients/public. 

Staff can sometimes get caught up in process and doing the job 

and might not necessarily have chance to recognise the impact 

that they have on individuals, group or community. Therefore it 

wanted to reinforce the opportunity for people to think about what 

they do and how they make an impact – but also what forum they 

can use to identify what it is they have done. 

Simple things often work the best and therefore the 

Consortium placed a large sheet of A4 paper headed “what have 

you done to help a patient this week?” above the tea and coffee 

which is the area which gets the most footfall from its teams. 

What is happening now is that each week on a Friday the team 

writes down what it is they have done. Examples do not just 

include what they have done directly as a result of the work that 

they are ‘employed’ to do but also recognise what they do when 

they do come into contact with a patient – and that can be a family 

or friend – be it in the car park, supermarket or on the street.  

 

 

In Wolverhampton a member of the public, Jeharna South, 

pledged to go to the children's ward in her local hospital and sing 

for the children there. In September of 2012 her little brother was 

knocked over by a car. The way he was looked after by the NHS 

staff was just brilliant and Jeharna wanted to say thank you.  

The same family friend that had first told Jeharna about Change 

Day also suggested the idea for her to sing as part of her pledge. 

She says she felt moved by the event, especially when she saw the 

children she was singing to.  They were in a similar position as her 

brother last year and she knew it is not easy on the families or the 

children alike.  
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Julian Hartley, Managing Director of NHS Improving Quality, gave 

his views at Expo on how change can be embedded in the NHS. 

“The way that real change happens is through engagement of 

people at the sharp end, working day in day out with patients, 

ensuring there’s a momentum for change and that we develop a 

culture and a spirit of improvement that runs through the whole of 

the service.” 

 

 

 

 

 

 

 

 

 

 

 

 

Delegates from the Department of Health, NHS and the voluntary 

sector explained why Equality and Diversity must be at the core of 

Change Day, directly involved with communities and patients at 

the local level. 

One member went onto the street around the Department’s 

Richmond House HQ in Whitehall, handing out 65 copies of the 

NHS Constitution whilst engaging with members of the public 

about how we can improve the NHS. xvii 

 

 

!
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The story behind a social movement for change 
From the start, the underlying principles of Change Day and the 

Change Movement were understood to be those of social 

movement and community action.    

It was to be a movement owned by and derived from the frontline.  

The purpose of the central support team would not be to direct, 

audit or instruct members of the movement or their actions – but to 

facilitate, enable, support and connect. 

The community-based approach recognised the futility of seeking 

to artificially ‘create’ communities – either Communities of Practice 

or Communities of Interest – and particularly between 

geographically and organisationally dispersed individuals.  

The role of the core leadership team would be to organise and 

mobilise people and the support team to put in place a range of 

channels, activities and platforms – particularly harnessing social 

media – to enable existing communities of like-minded individuals 

amongst the NHS and its supporters to come together for common 

purpose. 

These communities were not simply to be supported or enabled 

simply as ends in themselves.  Neither was the fact of taking part 

to be an end in itself.  Instead, they were to be brought together to 

harness ideas and energy specifically to achieve the goal of 

improvement in patient care. 

 

With five weeks to go, the overall online pledge total stood at 

5,000.   Although the team knew that a host of organisations and 

individuals were standing ready to make pledges before or on the 

day itself, and therefore the 65,000 target was probably 

achievable, nothing could have prepared them for what 

subsequently happened.  

 

 

 

Figure 5:  A full suite of Social Media channels was deployed 
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What did we learn? 
 

It is still early days since the results of Change Day 2013, but even 

at this early stage, it is possible to look back over a year-long 

initiative and consider lessons learned.  These include: 

1. There is much to be gained through giving staff 

encouragement and support to have the courage to 

challenge the ‘status quo’ and suggest ways in which the 

NHS could do things differently and better; 

2. Seeking forgiveness opposed to permission meant we were 

able to take decisions rapidly on what mattered to staff and 

would benefit patients first; 

3. Staff don't need to be given direction to initiate or publicly 

suggest change.  Given the opportunity and freedom they 

will actively and enthusiastically choose to do so; 

4. At the core of the NHS is a strong commitment to shared 

values. Connection with staff is strongest when framed 

around those core values; 

5. Staff repeatedly tell us that they have ‘change fatigue’ 

however change framed in a way which redefines who is 

instigating the change had a empowering impact; 

6. Knowing that everyone is doing something together on a 

single day had a huge unifying impact; 

7. It is important that NHS leaders visibly support frontline 

staff and a culture which challenges the status quo and 

empowers staff to drive the change they want to see; 

8. Accountability for change and improvement needn’t be 

through rigid audit or top down performance management; 

9. A culture can be built in which collective responsibility can 

be brought to bear, with staff across the NHS visibly and 

publicly holding each other to account; 

10. A social movement for change and improvement in the 

NHS can be built through an enabling culture rather than 

one of instruction; 

11. Strength in using a model of dispersed leadership across 

the NHS, bound together through a commitment to shared 

purpose and actively connected and sustained;  

12. Using social media created a powerful and agile way to 

reach communities of people and maximise reach 

13. When given a choice to change something for what matters 

to staff, a large amount of pledges related to changing the 

culture of the NHS and social interaction with patients; and  

14. Leadership within this social movement cannot rely on a 

presumed monopoly of ideas by senior management, but 

by listening – and being seen to listen - to staff and 

patients. 

Above all else, Change Day has shown that 

the time is right to create a mass movement 

of people across and alongside the NHS – 

enthused by the transferability of ideas and 

energy, bound by shared purpose and willing 

to commit to common endeavour to improve 

patient care. Quote from artist Hugh 

Macleod 
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Next Steps
This interim report on ‘ The difference a day makes’ is one of a 

number of steps being taken to rise to the challenge of inspiring 

people. The Change Day team will be taking the following additional 

steps in the immediate coming period: 

1. Lessons learned report 

A full lessons learned report will be completed and published later 

in 2013, in partnership with an organisation who understands social 

movement thinking to provide a deep dive into the themes of the 

pledges made, further insights of lessons learned, how we 

overcame challenges, ideas for taking NHS Change Day 2 forward 

including global partners and crucially what difference it made 

through a variety of in depth and mini case studies. This report will 

be published on the web. 

2. Eight in depth case studies 

Eight cases will be developed from different pledges and followed 

through in year to show progress and impact 

3. Mini case studies 

As many as possible will be invited to share the difference their 

pledge made in mini case studies and published on the web. 

4. Follow through on pledges and share the difference it made 

The use of social media will be deepened to continue to enable the 

entire community brought together for Change Day to follow through 

on their own and others’ pledges, visibly and publicly holding each 

other to account. 

5. Recognition of specific pledges that have significantly 

improved patient care 

We will be following through with specific pledges that have 

significantly improved patient care to spread recognition and 

awareness of the benefits and impacts they have brought about. 

6. Accelerate the time between idea and adoption 

We will be investigating how we can rise to the challenge set in his 

pledge by Miles Ayling, Director of innovation and Service 

Improvement at NHS England, to accelerate the time it takes for 

new ideas to 

be adopted 

in the NHS. 

 

 

 

 

 

 

  

 

7. Future Change Days 

The ambition is to have future change days in the NHS and support 

more patients and key partners to join us. Already we have had 

many approaches globally to include other countries which could 

keep a locally focussed campaign but with collective action globally. 
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“People are ready to be inspired” 
Helen Bevan reflected in the immediate aftermath: “It’s been 

phenomenal.  We’ve seen matrons in Swindon doing tea rounds to 

aid hydration, dancers in Derbyshire, singers in Harrogate.  We’ve 

seen the human face and the heart of the NHS. There are loads of 

ideas for next year. I really look forward to hearing all of the stories 

of 2013.  It’s really important that we’ve pledged, we follow up, 

take the action, learn from the action.  And I think next year, we’ll 

be going global.  So watch this space.” 

Jackie Lynton commented “We must share our inspiration visually, 

when people see it they buy into it. Most of us want to feel like they 

are part of something bigger then themselves. Pushing people to 

do things that don't have a shared purpose is harder to move 

along, but if we help staff and patients to feel they also benefit 

personally they are likely to join in, and their reasons are almost 

always tied to what matters to them and their values.  

The author Studs Terkel gave an indication of where inspiration 

may be derived: “Most of us are looking for a calling not a job and 

most of us have jobs that are too small for our spirit!" 

 

 

 

Sometimes an initiative can be summed up best by someone 

observing from the outside. Visiting the Graffiti Wall at Expo on 

Change Day itself, Victor Adebowale shared his thoughts: 

“I’ve got to do a piece on innovation tomorrow and I’m going to be 

asking people what their best example of innovation is.  And for me 

personally, it’s this (Change Day).  I’ve got every confidence in the 

NHS.  But there’s a real risk we don’t build on that.  We don’t trust 

people who work in the NHS to know what’s best for patients. 

What I’m interested in is what happens next?  All of these people 

who have made pledges are part of the NHS.  It makes sense to 

connect with that…We need to build on this to create a movement 

that holds us to account in a much more direct way.  This is a 

signal about where the answer may be found.  People are ready for 

a shift.  They’re ready for a vision. They’re ready to be inspired and 

this is inspirational.” 

Ultimately Change Day is about making a real difference for 

patients, so it is fitting that the last word goes to a patient.   

Cynthia Harris from Keresley was full of praise for NHS Arden’s 

commitment to go out to talk to patients and the public, saying:  “It 

was nice to be able to share my views to NHS staff on how I think 

local health services are working.   It's really important that the 

public gets to have a say on NHS services; we're the ones that use 

them so it's only right that we have a chance to help improve 

them.” 
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If you want to inspire and be inspired, join us for Change Day 2014. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 12: The Change Day Leadership Team at the end of Expo 
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How to join up with Change Day 
If you’re interested in joining up with NHS Change Day or simply want to be kept abreast of developments, we’d love to see you and hear from 

you on any of our social media channels: 
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Notes
Front cover image of wordle produced from Change Day pledges and 

comments kindly provided by Derbyshire Community Health Services NHS 

Foundation Trust  

                                                
i Text for 1997 Apple Campaign ‘Think Different”, written by Rob Siltanen 

and Ken Segall 
ii Comment to journalists by President Kennedy at the President’s News 

Conference April 21st 1961 

http://www.presidency.ucsb.edu/ws/index.php?pid=8077 
iii See www.earthhour.org 
iv See Alys Cole-King’s pledge at 

http://www.changemodel.nhs.uk/pg/cv_blog/content/view/53966/42298 
v See http://www.changemodel.nhs.uk/pg/cv_blog/content/view/55911 
vi See http://www.changemodel.nhs.uk/pg/cv_blog/content/view/48843 
vii See http://www.changemodel.nhs.uk/pg/cv_blog/content/view/51636 
viii See http://www.changemodel.nhs.uk/pg/cv_blog/content/view/43856 
ix See http://www.changemodel.nhs.uk/pg/cv_blog/content/view/43055 
x See film “When pledgers meet pledgers at Queen’s Hospital Romford” 

at http://youtu.be/yLTefPADnBg 
xi See film “University Hospitals of Leicester pull out the stops for NHS 

Change Day” at http://youtu.be/0LW_MR7MwWo 
xii See film “Why not give blood for Change Day?” at 

http://youtu.be/YZywTKoNYkw 
xiii See film “Thanku4 share their campaign ideas with Change Day” at 

http://youtu.be/S-qHm3gfNyQ 
xiv See http://on.fb.me/10e4fZ9 
xv See http://on.fb.me/10c4Evg 
xvi See film “Derbyshire’s Harlem Shake for NHS Change Day” at 

http://youtu.be/2EDW2uVHFfw 
xvii See film “Equality, Diversity, Communities and Patients” at 

http://youtu.be/lLEbqSfDF78 
xviii See Liz Saunders Kings Fund blog - 

http://www.kingsfund.org.uk/blog/2013/03/change-believing-impossible 

                                                                                                           
xix See www.healthcareinnovationexpo.com/ 
xx For Guardian Healthcare Network rolling coverage, including Whizz 

Kidz video, see http://www.guardian.co.uk/healthcare-

network/2013/mar/13/today-in-healthcare-13-march-nhs-change-day 
xxi See Damian Roland’s article at www.guardian.co.uk/healthcare-

network/2013/mar/13/nhs-change-day-benefit-patients 
xxii See film “Change Day takes its own medicine” at http://youtu.be/Jvf-

9ykgnQM 
xxiii See “The last pledge of Expo 2013” - http://youtu.be/n1eqFYJ04j0 
xxiv See Roy Lilley’s blog at 

http://archive.constantcontact.com/fs136/1102665899193/archive/11127

52663601.html 
xxv See www.youtube.com/NHSChangeDay 
xxvi Follow us on Twitter -  @nhschangeday 
xxvii Like us at http://www.facebook.com/NHSChangeDay 
xxviii Subscribe to podcasts at http://nhschangeday.podbean.com or via 

the iTunes Store 
xxix See film “The Harrogate Change Day Jingle” at http://youtu.be/Dl-

l4quG860 
xxx Comments filmed at the Change Day Graffiti Wall Expo Day 1 
xxxi Comments filmed at the Change Day Graffiti Wall Expo Day 1 
xxxii See film “Sir Bruce Keogh’s NHS Change Day Pledge” 

http://www.youtube.com/watch?v=-wdDoOJTG-8 


