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Just and 
learning 
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Advise / Resolve / Learn

Our organisation accepts the evidence 
that we will provide safer care and 
be a healthier place to work if we 
address all of the components of a 
learning organisation.

This charter is from our 
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1.	Accountable

Accountability is about sharing what happened, and learning 
and being completely responsible for making changes for 
the future safety of staff and patients. Our processes will be 
designed to support staff to help them work safely. Boards 
and senior managers will be accountable for ensuring action 
plans are implemented and their impact measured. 

Our workforce will be supported to recognise behaviours 
that constitute bullying, harassment and incivility and will be 
empowered to address such behaviours when witnessed.

As a person-centred organisation, we will ensure the expected 
standards of behaviour are adopted. This will be supported 
through the development of clear, consistent guidance on the 
management of unacceptable behaviour. We will ensure this is 
disseminated and applied fairly. 

We need to take the blame out of failure. This means 
changing the mind-set and the language associated with 
safety – from blame to learning. However, this does not  
mean an absence of accountability.

We will create a culture of learning that allows organisational 
and individual accountability to co-exist.

As part of our just and learning culture we will ensure 
that people are clear about where the line must be drawn 
between acceptable and unacceptable behaviour. 

We will define and ensure there is an understanding as to 
what behaviours classify as bullying, harassment and incivility.

The vast majority of things that do not go as planned are due 
to unintentional acts and choices. Only a tiny minority are 
the result of intentional acts, or reckless or wilful behaviours. 
While we recognise that disciplinary action may be necessary, 
we will ensure suspension is rare and such concerns are 
escalated appropriately.
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2.	Leadership

As leaders, we accept the evidence on what 
we need to do to provide person-centred, 
compassionate safer care.

Our leaders are responsible for ensuring they 
are role models, visible, engaged and able to 
understand rather than just imagine the work 
being done. 

We will work towards creating a just and 
learning culture that recognises and rewards 
compassion, success and kindness.

We will design and implement a robust 
workforce strategy that promotes the 
recruitment, training and retention of our 
staff, ensures inclusivity and addresses the 
workforce challenges we experience. Our 
strategy will include improving the diversity 
of our senior management team.

We will be compassionate leaders who listen 
to those we lead. We will empathise with our 
staff and take action to support them. 

Embedding inclusive leadership practices is 
the responsibility of all our leaders.

3.	Wellbeing

The physical and mental wellbeing 
of our patients and our staff is of 
paramount concern.

We recognise the link between patient safety, 
staff health and wellbeing, and recognising 
the contribution that frontline staff can bring. 
We will address the health and wellbeing 
needs of staff to support them to provide 
safe, compassionate care and ensure that 
advice given by Occupational Health is 
followed in a timely manner.

As an organisation, we will emphasise the 
importance of staff wellbeing as a foundation 
for helping people to work safely.

We will consider how workforce 
challenges such as fatigue, workload, team 
relationships and communication impact 
on working safely. We will take action to 
address these challenges.

We will ensure the basic needs of staff 
are met and the importance of these are 
not underestimated, including access to 
hot meals, drinking water and dedicated 
space for breaks.

Ensure staff engagement by building strong 
partnership with ‘staff side’ and the HR teams.

Just and learning culture charter

Return to start

Share on Twitter

Share on LinkedIn

https://twitter.com/intent/tweet?text=%40NHSResolution%20https%3A//resolution.nhs.uk/resources/just-and-learning-culture-charter/
https://www.linkedin.com/shareArticle?mini=true&url=https%3A//resolution.nhs.uk/resources/just-and-learning-culture-charter/
https://twitter.com/intent/tweet?text=%40NHSResolution%20https%3A//resolution.nhs.uk/resources/just-and-learning-culture-charter/
https://www.linkedin.com/shareArticle?mini=true&url=https%3A//resolution.nhs.uk/resources/just-and-learning-culture-charter/


Just and learning culture charter

4.	Compassion

All staff will be held responsible for behaving 
in a way that is kind and compassionate, to all 
patients and staff.

All staff have the right to work within an 
environment that is psychologically safe  
and compassionate. 

All staff should feel empowered to speak up 
in the event they witness, or are subject to, 
uncompassionate care.

As compassionate leaders we will help 
everyone speak up and we will listen to them; 
staff, patients, relatives and the public.

Leaders should demonstrate compassionate 
decision making when managing dispute 
resolution and disciplinary processes.

5.	Inclusive

We will treat everyone fairly regardless of 
their background and involve all, particularly: 
patients, their families, staff and their 
colleagues. We will work with colleagues to 
recognise the existence of ‘in-groups’ and the 
negative impact such groups have on staff 
wellbeing and patient safety.

We will ensure that all our staff recognise 
that inappropriate responses may 
disproportionately impact on some groups 
of staff, notably those from minority 
groups. This will be achieved by training 
and educating our workforce about the 
significance of equality and fair and open 
cultures in health and care.

We will recognise the current Workforce Race  
Equality Standards and Workforce Disability 
Equality Standards ensure staff with 
protected characteristics experience  
equity in the workplace.

We will raise awareness about the 
disproportionate impact on certain 
groups of staff, notably those in minority 
groups, and seek to redress this.

We will develop staff diversity networks 
that empower staff to speak up and enable 
them to contribute to system design within 
their organisation.
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6.	Respectful

We will urgently tackle incivility and 
the bullying culture, and recognise the 
importance of role modelling and leading  
by example. 

We recognise that good care can only  
be delivered if it is accompanied with  
compassion and kindness.

As an organisation we recognise that incivility, 
rudeness and bullying are damaging to both 
staff wellbeing and patient safety, and we 
will seek to address these issues. That means 
being respectful, civil and kind.

We recognise the importance of role models 
and leading by example for senior leaders  
at executive level.

7.	 Candour

We recognise that clinical incidents have 
a real and deep impact on people’s 
lives. Patients (or those close to them) 
who have been affected have a right 
to explanations, to receive apologies 
and assurance and to seek apologies, 
assurances and/or financial compensation 
for injuries caused where appropriate.

Patients and those close to them will be 
listened to, understood and responded 
to with respect. We will always be 
compassionate and respond in a timely 
manner that is appropriate to their needs.

The duty of candour will always be effectively 
fulfilled. Patients and their families will be 
alerted in a timely manner when care is 
compromised.

People must be confident that their identity, 
or the identity of any person implicated in 
any report they make, will not be disclosed 
without their knowledge, unless this is 
required by law.

Those who report concerns will be notified in 
a timely way of the steps taken in response. 

All people in contact with our organisation – 
employees, contractors, patients, relatives and 
the public – are encouraged, and sometimes 
even rewarded, for providing essential, 
safety-related information.

We will strive to achieve a culture of candour 
throughout the organisation. Staff will be 
encouraged and supported to speak up 
through channels such as the Freedom  
to Speak Up Guardians.
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8.	Learning

We will always prioritise the continuous 
improvement of our response to patient 
safety incidents. We will ensure our systems 
and processes allow the identification of 
learning from incidents, and the translation  
of this learning into improved patient care.

We will always strive to understand why 
things don’t go as planned in order to 
redesign systems and processes to minimise 
the chances of them happening again in 
future, and support individuals to work safely.

We will empower and support staff to speak 
up and report concerns, near misses and risks.

We will involve patients and staff affected in 
any subsequent investigations and ask them 
for their ideas about what could be done 
differently in the future.

We will learn about what works well, and 
why, in order to replicate and optimise 
these behaviours and processes.

The identification of problems will not be 
seen as a sign of individual or collective 
failure, but as a sign of readiness to learn.

9.	Best practice

We will publish guidance summarising the 
fundamental principles of a just and learning 
culture which will be applied at all levels of 
the organisation, from the executive team to 
the frontline.

When a concern is raised or an investigation 
is required, we will have clear governance in 
place to ensure that the investigation reports 
are followed up, setting out which actions 
are being taken to address error-producing 
conditions in the future.

If a formal investigation is required, we will 
ask what happened and why, and what can 
be learnt. A decision will be reached within  
a locally agreed reasonable timescale.

When we investigate when things go wrong, 
we will try to recognise and minimise the 
natural biases we all have, such as hindsight, 
outcome and confirmative bias.

At all stages, the emphasis will be on why it 
happened rather than ‘who did it’. 

We will endeavour to develop systems that 
are adaptive, resilient, and that make it as 
easy as possible for staff to deliver safe care. 

Our organisation recognises that there will be 
circumstances where referral to a professional 
regulator may be appropriate when within 
the thresholds set by the regulator. When 
that happens, it will only be done in 
accordance with our principles of learning 
and never as an additional punishment.

Where appropriate, we will use third party 
advice (e.g. Practitioner Performance Advice 
service – part of NHS Resolution). 
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10.	Evaluation

Ensuring a just and learning culture co-exists 
with accountability is key to the safe delivery 
of our services and welfare of staff. Patient 
safety and staff wellbeing are priority agenda 
items at our board and leadership meetings. 
All action plans, updates and progress are 
cascaded to all members of our workforce.

As a leadership team, and across the 
organisation, we will set and agree our key 
lines of enquiry and we will ensure examples 
of good practice and improvements are 
recognised and acknowledged.

As a leadership team we will collect, review 
and respond to a range of qualitative 
and quantitative data to ensure we have 
a realistic understanding of workplace 
challenges and good practice.

The experience of minority groups and staff 
with protected characteristics will remain a 
priority and will be reflected in the data we 
collect, the targets we set and our overall 
equality, diversity and inclusion agenda.

Continuous analysis of this data will support 
leadership teams to recognise the signals of 
poor culture early, before they impact patient 
safety.

We will embed a culture of continuous 
improvement. We will closely monitor: 
national and local workforce data; measures 
of staff wellbeing; and incident, complaint 
and claims data to assess the wellbeing of our 
staff and the safety of the services we provide. 

We will contribute to local and national audits 
that capture workforce data which contribute 
to the development of realistic short- and 
long-term workforce plans. 
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