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Summary & Aim Key Requirements

To have a robust process in NHS To align with the national Excellence in
Dumfries and Galloway to assure and Care Strategy and Framework 2022.
influence the quality of care being
provided to people who use our
services, identifying areas of good
practice and areas for improvement
which is delivered by our clinical
workforce.

Target Audience Previous Names

All staff delivering and or influencing None
patient care.

Equality and Diversity Statement

NHS Dumfries and Galloway recognise that some communities within society are
more likely than others to experience discrimination, prejudice and inequalities. The
Equality Act 2010 specifically recognises the protected characteristics of age,
disability, sex, race, religion or belief, sexual orientation, gender
reassignment, pregnancy and maternity, and marriage and civil partnership.
The Fairer Scotland Duty, also requires NHS Dumfries and Galloway to actively
consider how socio-economic disadvantage can be reduced when making strategic
decisions.

NHS Dumfries and Galloway is committed to promoting and advancing equality,
removing and reducing discrimination and harassment and fostering good relations
between people that hold a protected characteristic and those who do not. This
applies both in the provision of services and as our role as a major employer. NHS
Dumfries and Galloway believe that all people have the right to be treated with
dignity and respect and is committed to the elimination of unfair and unlawful
discrimination practice.
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PURPOSE AND RATIONALE

Excellence in Care was commissioned by the Scottish Government in response
to the Vale of Leven Hospital inquiry. The work seeks to improve integrate and
co- ordinate the delivery of quality care services. Healthcare Improvement
Scotland define Excellence in Care as “a national approach which aims to
ensure people have confidence that they will receive a consistent standard of
high-quality of care no matter where they receive treatment in NHS Scotland”
(Excellence in Care)
https://www.healthcareimprovementscotland.scot/improving-care/excellence-
in-care-eic/.

“Within Dumfries and Galloway, we strive to provide high quality, person
centred, fundamental care. This can be achieved through compassionate
leadership, having a skilled work force who effectively communicates with
patients, relatives, carers, between multi-professional teams and each other.

“‘Recognising the competing and significant systemic challenges the
responsibility is greater than ever before for staff in teams, directorates and
professional leads to be able to recognise and assure the care being delivered.
This can be achieved by reviewing at least on a monthly basis; Excellence in
Care measures, all levels of Care Assurance information, along with any
adverse events, complaints and compliments. By doing this it will support teams
to identify and celebrate what they do well which can then be shared within the
wider organisation, as well as identify areas for improvement, with the ultimate
aim of ensuring our patients and families receive safe, assured quality care”
(Mark Kelly, Executive Director of Nursing, 2025).

The policy sets out how Excellence in Care and local Care Assurance will be
used to assure and influence the quality of care for people who use the services
within NHS Dumfries and Galloway alongside other available triangulated
performance data including adverse events, complaints, compliments and Care
Opinion.

Excellence in Care and Care Assurance supports the multidisciplinary
workforce to understand how they are meeting local and national Standards/
Guidelines or Policies. For Example, but not limited to: Food, Fluid and
Nutritional Care Standards (2014), Prevention and Management of Pressure
Ulcers (2020), UNICEF, BLISS, Ageing and Frailty Standards (2024).

Sets clear expectations and standards for healthcare professionals within NHS
Dumfries and Galloway to effectively deliver continuously high quality services
that meet our patient’s needs.

Provides a clear direction that will foster a culture of continuous improvement
in our Healthcare services
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POLICY AIMS
This policy aims to:

e Describe how the Health Board assures quality of care in hospital and
community care settings.

e Ensure there is a system in place to improve patient outcomes.

e Promote a person-centred approach.

e Enhance Patient Safety.

¢ Improve efficiency and effectiveness of our services and resources.

e How, using a co-ordinated approach to assure quality of care enables
services to identify where there needs to be improvements and areas
for celebration within the multidisciplinary team (Allied Health
Professionals, Nurses, Midwives, Psychologists, Pharmacists and
Medics).

e Ensure accountability and transparency.

¢ How monitoring against the local and national standards is undertaken.

e How action for areas for improvement will be taken.

POLICY SCOPE
This policy is applicable to:

NHS Dumfries and Galloway multidisciplinary workforce who provide
healthcare whether in primary or secondary care to ensure person-centred high
quality care.

DEFINITIONS

Excellence in Care, is a national programme to assure the quality of care being
provided which can be demonstrated by a small set of measures displayed on
the Care Assurance Information Resource (CAIR) dashboard.
https://www.healthcareimprovementscotland.scot/improving-care/excellence-
in-care-eic/
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Local Care Assurance is a local process to assure the quality of care in more
detail. It has three fundamental elements within all three levels of Care
Assurance. Patient / carers feedback, reviewing patient records,
understanding and supporting staff knowledge by providing an opportunity for
clinical supervision plus gaining staff feedback (Appendix 1).

Excellence in Care Education and Development Framework is a framework for
leaders and potential leaders that aims to support them to implement
Excellence in Care into practice by providing guidance for their education and
development within Nursing Midwifery and Allied Health Professions.
https://learn.nes.nhs.scot/70007/leading-excellence-in-care-education-and-
development-framework

Excellence in Care Quality of Care Review guidance provides a ‘Once for
Scotland’ approach to assure quality of care.
https://www.healthcareimprovementscotland.scot/improving-care/excellence-
in-care-eic/quality-of-care-

Health and Care (Staffing) (Scotland) Act 2019

Provides a statutory basis for the provision of appropriate staffing in health and
care services, enabling safe and high quality care and improved outcomes for
service users. It builds on existing policies and procedures within both health
and care services and effective implementation aims to embed a culture of
openness and transparency, ensuring staff are informed about decisions
relating to staffing and able to raise concerns.
https://www.gov.scot/publications/health-and-care-staffing-scotland-act-2019-
overview/

Carers
Includes: carer representatives (including non- paid), relatives, Next of Kin and
Power of Attorney.

DUTIES / RESPONSIBILITIES

Organisational Responsibilities

5.1

5.2

To ensure the Health Board is meeting the national and local Standards,
Polices and Guidelines in relation to patient care, including meeting protected
characteristics under the Equality Act 2010.

To deliver high quality care within hospital, community or homely settings where

the patient is receiving care from the multidisciplinary workforce within NHS
Dumfries and Galloway.
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5.3 To ensure the teams within NHS Dumfries and Galloway have the workforce
according to the Health in Care (Staffing) (Scotland) Act 2019 including any
equipment to enable them to deliver high quality care to patients in hospital or
community or homely settings.

5.4 To ensure assessment and continuous improvements are being implemented
as required to provide high quality care.

Staff Responsibilities

5.5 The Executive Lead is responsible for ensuring Excellence in Care, Quality
Care Reviews and local Care Assurance is implemented and delivered across
NHS Dumfries and Galloway where applicable.

5.6 The Clinical Directors their associated Professional Leads and Clinical Nurse
Managers are responsible for ensuring:-

e Excellence in Care, Quality of Care Reviews and local Care Assurance
has been implemented where applicable and information reviewed to
drive improvements.

e The quality of care being delivered.
e Safe staffing levels.
e Leaders have the skills and knowledge to lead and support their teams.

¢ Any risks identified, have been mitigated as far as reasonably possible
and where not possible this has been escalated and recorded as per the
risk management policy.

5.7 Clinical Managers are responsible for:-

e Ensuring the quality of care identified through Excellence in Care, local
Care Assurance, compliments, complaints, adverse incidences and Safe
Staffing is reviewed on a regular basis

e Supporting improvement to enhance the quality of care being delivered.

5.8 Senior Charge Nurse, Senior Charge Midwife, Allied Healthcare Profession
Team Leads, Team Leads, Pharmacists, Medics, Psychologists are
responsible for:
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Providing high quality care within their service that meets the national and
local Standards, Policies and Guidelines.

Ensuring a skilled workforce who can provide high quality of care.

Assuring the quality care being provided by completing Level 1 Care
Assurance and reviewing all data monthly.

Enhancing the quality of care being provided as required using
improvement methodology.

5.9 The Policy Lead is responsible for ensuring the policy has been shared with the
Clinical Directorates and their associated professional leads.

5.10 Excellence in Care Lead is responsible to:

Act as the liaison between the national Excellence in Care team and health
board and vice versa.

Support and co-develop with multiprofessional staff their local assurance
relevant to their speciality.

To support staff with their improvements as requested.

Provide reports as requested to Clinical Governance groups, Quality and
Safety Board and Health Care Governance Committee.
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6. PROCESS / PROCEDURES

Health Care
Governance
Committee

Reviews

6.1 Clinical Directors/Professional Leads
e Ensure local Care Assurance is being implemented in areas identified.

o Utilise information from local Care Assurance, Quality Care Reviews,
Excellence in Care, Adverse incidences, Complaints and Compliments to
understand the quality of care their service is providing.

e Support their teams with improvements as required.

¢ Highlight areas of concern and celebration to their Line Manager.

6.2 Clinical Managers

e Complete Level 2 Care Assurance.
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Review the quality of care being provided within their areas by utilising
information from Level 1 — 3 Care Assurance, Excellence in Care CAIR data,
Quality Care Reviews, adverse incidences, complaints and compliments

Report to relevant Clinical Governance group the standard of quality of care
utilising information from Level 1 — 3 Care Assurance, Excellence in Care
CAIR data, Quality Care Reviews, Adverse incidences, Complaints and
Compliments.

Triangulate quality of care along with workforce data in accordance with the
duties within the Health in Care (Staffing) (Scotland) Act 2019 to ensure safe
staffing to achieve safe and effective care.

Support their teams as required with their improvements.
Highlight to their Line Manager areas of concern and celebration.

Report to Quality and Safety Board as requested

6.3  Senior Charge Nurse, Senior Charge Midwives, Allied Health Professional
Team Lead, Team Leads, Pharmacists, Medics and Psychologists will assure

the

quality of care by:

Provide high quality of care, according to local and national guidelines,
Standards and Policies.

Complete Level 1 Care Assurance.

Reviewing all Levels of Care Assurance, Excellence in Care data including
Adverse incidents, Complaints, Compliments and Quality Care Reviews
monthly.

Triangulate quality of care along with workforce data in accordance with the
duties within the Health in Care (Staffing) (Scotland) Act 2019 to ensure safe
staffing to achieve safe and effective care.

Use improvement methodology to improve quality of care as and when
identified including seeking support from subject matter experts as required.
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e Report to Directorate Clinical Governance group and Quality and Safety
Board as requested

Excellence in Care Lead

e Co-develop all three levels of the local Care Assurance with
multiprofessional staff as required.

e Support improvement groups as requested.

e Promote and support Quality Care Reviews.

e Provide reports to Clinical Governance groups and Quality and Safety
Board

e Work with the national Excellence in Care team to ensure communication
from board to national team and vice versa.

CONSULTATION

Continuous consultation from; -Lead Nurses, Deputy Nurse Director, Director
of Allied Health Professionals, Medical Director, Director of Psychology,
Director of Pharmacy, Head of Midwifery & Quality Assurance Lead Women'’s,
Children’s & Sexual Health Directorate, Director of Nursing and Midwifery,
Equality and Diversity Lead has occurred during the development of the policy
using email platform and changes made accordingly. Consultation has also
been sought from Staff Side and Area Nursing and Midwifery Advisory
Committee

TRAINING AND SUPPORT

All staff involved in Excellence in Care and local Care Assurance will be offered
training in relation to Excellence in Care, Care Assurance Information Resource
(CAIR) dashboard and support with local Care Assurance commensurate with
their duties and responsibilities.
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Public Health Scotland will offer CAIR dashboard training to everyone
authorised to access.

The workforce involved in providing care to patients must complete their
mandatory training.

The workforce caring for patients will receive support and training as identified
from their annual appraisals.

MONITORING

Senior Charge Nurses /Senior Charge Midwives/ Allied Health Profession
Team Leads, Team Leads / Medics / Psychologists/ Pharmacists will:

e Review all completed Levels of Care Assurance, data from the EiC
dashboard (if applicable), Adverse events, Complaints, Compliments
monthly including any Quality Care Review reports to identify any areas for
improvement and celebration.

e Report the quality of care the ward/ department/ service are providing to
their Clinical Managers, Medics, Clinical Governance group, Quality and
Safety Board highlighting any concerns, shared learning and areas for
celebration

Clinical Managers will:

e Review all completed Levels of Care Assurance, data from EiC dashboard,
Quality Care Reviews, Adverse events, Complaints, Compliments within
their areas and report any areas of concern and celebration to their teams,
line manager, Medics, Psychologist, Excellence in Care Lead.

Line Managers/ Medics/ Pharmacists/ Psychologists and Associated
Professional Leads will:

e Report any concerns regarding the quality of care identified through
Excellence in Care, Care Assurance, Quality of Care Reviews, including
Adverse Incidents and Complaints as well as highlighting compliments and
areas of celebration to their manager.
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e Report the quality of care within their service to Clinical Governance group
and Quality and Safety Board as requested.

9.4 Excellence in Care Lead will:

e Report Excellence in Care and local Care Assurance to; Health Care
Governance Committee, Acute and Diagnostics Clinical Governance,
Women and Children and Sexual Health Leadership Staff and Care
Governance and the Quality and Safety Board as requested, on information
from the Quality Care Reviews and Care Assurance.

e Review the process of local Care Assurance every 3 years

9.5 Quality and Safety Board will:
e Report to the Health Care Governance committee on the quality of care
utilising information from the Quality Care Reviews, Care Assurance,
Adverse incidence, Complaints and Compliments

9.6 The governance and monitoring arrangements for this Policy are set out in the

table below
L. Reporting
Element to be Monitoring
monitored Methodology Presented by Committee Frequency

Quality of % Level1-3 EiC Lead / Acute and Quarterly

Care Patient/ | Care Assurance. CNM/ SCN/ Diagnostics

experience < Excellence in SCM/ Team Clinical

and or Care CAIR Lead Governance

documented dashboard.

record of care. Women and Bi Monthly
Children and
Sexual Health
Leadership Staff
Care and
Governance
Quality and Safety | Monthly
Board
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. Reporting
Element to be Monitoring
monitored Methodology Presented by Committee Frequency
Quality of % Quality of Care | Service Leads | Quality and Safety | As requested,
Care Review . and or EiC Board
Lead
% Quality and EiC Lead Health Care As requested,
Safety Board Patient and Governance
Safety Committee
Improvement
Manager
Infection
Prevention
and Control
manager
10 EQUALITY IMPACT ASSESSMENT

10.1 As part of the process for reviewing and developing this policy an Equality
Impact Assessment was undertaken (February 2025).

11

DATA PROTECTION AND CONFIDENTIALITY IMPACT ASSESSMENT

11.1 A Data Protection Impact Assessment was not undertaken when reviewing this policy as
the document did not review or handle confidential or personal information.

12 DOCUMENT CONTROL SHEET
12.1 Document Amendment History
Version | Section(s) Reason for update
1.9 Contents Added
1.11 Definition Added web links
1.12 Purpose and Changed quotes as out of date
rational
1.13 Appendix Flow chart Local Care Assurance process,
Excellence in Care, Quality of Care Reviews.
1.14 Staff Feedback from Director of Strategic Planning and
Responsibilities | Transformation.
1.15 Process/ Chart added, wording streamlined
Procedures
1.16 Monitoring Wording streamlined
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Name

Responsibility

Version number

EiC Lead

Share with Lead Nurses, Director of Midwifery,
Clinical Nurse Managers, General Managers,
Lead AHP Acute and Diagnostics, Deputy
Nurse Director, Director of Allied Health
Professionals, Director of Nursing, Director of
Pharmacy, Director of Psychology, Medical
Director to disseminate and share with wider
workforce.

12.3 Associate Documents

e Ageing and Frailty Standards (2024)
https://www.healthcareimprovementscotland.scot/publications/ageing-and-

frailty-standards/

e  Care of Older People Standards (2015)
https://www.healthcareimprovementscotland.org/our work/standards and qui

deline s/stnds/opah standards.aspx

o Excellence in Care: Strategy and Framework.
https://www.healthcareimprovementscotland.org/our work/patient safety/exc

ellence in care.aspx

o Excellence in Care, Care Assurance Information Resource (CAIR) dashboard

o Excellence in Care Quality of Care Reviews.
https://www.healthcareimprovementscotland.scot/improving-care/excellence-

in-care-eic/quality-of-care-review/

o Leading Excellence in Care Education and Development Framework
https://learn.nes.nhs.scot/70007/leading-excellence-in-care-education-and-

development-framework

Local Standards and associated local and national policies relevant to the
multi-professional teams can be found on https://www.nhsdg.co.uk/corporate-

governance/

NHS Dumfries and Galloway Adult inpatient Care Assurance Standards
http://hippo.citrix.dghealth.scot.nhs.uk/sorce/beacon/?pageid=Care Assuranc

e Standards Folder

e  NHS Dumfries and Galloway Midwifery Care Assurance Standards
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http://hippo.citrix.dghealth.scot.nhs.uk/sorce/beacon/?pageid=Care Assuranc

e Standards Folder

e Health in Care (Staffing) (Scotland) Act 2019
https://www.gov.scot/publications/health-and-care-staffing-scotland-act-2019-

overview/

12.4 Action Plan for Implementation

Action Lead Officer Timeframe
Share policy with Lead Excellence in Care Lead April 2025
Nurses / General Managers,
Education Lead for Nursing
Midwifery and Health Care
Support Workers, Patient
Safety and Improvement
Manager, Lead Nurse for
Education for Nurses,
midwives and Healthcare
Support Workers, Clinical
Psychologist, Lead
Pharmacist, Deputy Medical
Director, Director Allied
Health Professionals to
share policy.
Share policy with clinical Director of Nursing, Director of AHP, April 2025
teams for implementation Director of Medicine
Raise awareness to the Lead Nurses / General Managers, April — May
multidisciplinary workforce Education Lead for Nursing Midwifery and | 2025
Health Care Support Workers, Patient
Safety and Improvement Manager, Lead
Nurse for Education for Nurses, midwives
and Healthcare Support Workers, Clinical
Psychologist, Lead Pharmacist, Deputy
Medical Director, Director Allied Health
Professionals to share policy.
Use policy Multidisciplinary workforce that are June 2025
involved in assuring quality of care.
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Appendix 1
\
» Completed by the SCN/SCM/ AHP Team Lead / Team Lead (Time to Lead;Health in Care (Staffing) (Scotland) Act 2019
Assurance / *involves gathering patient/ relative feedback, reviewing patient records, provides opportunity for staff clinical supervision.
*Review of results at end of month including Excellence in Care dashboard, complaints, compliments and adverse incidents.
*Results shared at 1-1 meetings with Line Manager
J
- , , )
*Completed by Clinical Manager (Time to LeadTime to Lead;Health in Care (Staffing) (Scotland) Act 2019)
*Wider review of practice and staff general knowledge, review of data, providing assurance on quality of care within own areas
*Results shared at 1-1 meetings with Line Manager.
« Completed by independent staff members. )
* Unannounced local inspection completed within adult inpatients and maternity ward.
* Report provided by Excellence in Care Lead to enable teams to assure quality of care, identify areas for improvements,
SHEUEE .« Celebrate what is done well. D
* For areas who do not have Level 3 Care Assurance and or where commissioned )
. - Involves reviewing quality of care data from elements within the EiC Framework,.
SR . Reviews can be unannonced / announced and includes EiC Care Assurance visit.
AT Report on triangulation of findings to enable teams to assure quality of care, identify areas for improvements.
* Celebrate on what is done well )
» Board Assurance (Excellence in Care, local Care Assurance and Quality of Care Reviews). )
* Level 3 Care Assurance, EiC CAIR submissions, Quality of Care Reviews and EiC Care Assurance visits, requesting
reviews of action plans / progress/ support.
* Report to Health Care Governance Committee. )

+ SCN/ SCM/ AHP Team Lead, Team Leads, Clinical Nurse Managers are encourged to either participate or delegate a
staff member to attend improvement working groups

LUaT s o Group members attend improvement meetings, participate in test of change ideas within own area, feedback to their
team and working group.

 Sustain improvements.
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