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What skills do NHS change agents need?
	Process and systems thinking


	Personal and organisational development

	Involving patients, users, carers, staff and public
	Making it a habit: initiating, sustaining and spreading change
	Cost and quality

	Problem solving/ internal consultancy

	Innovation for improvement


	· Quality measurement and improvement

· Statistical process control

· Principles of Lean (end-to- end value streams, flow, pull, scheduling, etc)

· Model for Improvement

· Demand and capacity analysis

· Pathway mapping

· Complexity thinking for system redesign  
	· Leadership of quality improvement

· Clinically driven change

· Theory and practice of group facilitation

· Basic coaching skills

· Managing conflict

· Understanding and valuing difference 

· Stakeholder management and influencing skills


	· Techniques for involvement

· Framing to connect with hearts and minds

· Energising and mobilising for improvement

· Service redesign based on patient and staff experience

· Experience mapping and “touchpoints”

· Measuring “experience”


	· Stakeholder analysis

· Setting improvement goals

· Macro and micro level change

· Project and programme management skills

· Organising for impact

· Factors for spread and sustainability

· Evaluating impact and learning


	· Relationship between cost, quality and safety
· Balanced scorecards
· Cost as a dimension of quality

· The business case for quality

· Return on investment (commissioner and provider)

· Financial projection and calculation

· Benefits realisation


	· Problem identification, definition and structuring
· Leading analysis

· Using spreadsheets

· Root cause problem solving techniques

· Option generation

· Synthesising and developing recommendations

· Written and visual presentation of 

data and recommendations


	· Tools for 

thinking differently

· Inductive and deductive reasoning

· Assessing and evaluating potential innovations

· Building  innovation into quality improvement approaches

· Metrics for innovation

· Observational skills

· Creating  a 

culture of innovation
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