
Other core 
themes for 
delivering 

person-
centred care 

and 
treatment

Co-design

Right staff 
with right 

skills

Accessibility 

You said/
We did & 
Always 

Experiences

ASK LISTEN

ACT

What our patients and service users can expect from us: 
Our plan to deliver patient-centred care, support 
and treatment

Active 
involvement in 

decisions

Flexible and 
co-ordinated 

services

Clear, easy to 
understand 
information

The right 
support to stay 

in control 

Keeping safe 
and well 

Welcoming the 
involvement of 

family and carers

Access to the right 
care, at the right 

time, delivered by 
trusted staff

Compassion, 
dignity and 

respect

I am respected as an 
equal individual 
I feel you understand 
my needs and that I 
know me best 
I am an active partner 
in my care and support 

I feel my care/support 
is well planned by 
people that work 
together and with me

I get the outcomes that 
are important to me, 
including moving on in 
my care/support

I have the right  
information when I 
need it and in a way I 
understand 

I have no decision 
made about me 
without me

I get information on 
self-care

I am treated with 
dignity and respect

I am treated with 
compassion and care  

I have access to support 
at the right time, this 
may include emotional, 
mental health, 
spiritual and practical 
support

I am supported so I can 
live as independently 
as possible

I feel safe in a warm, 
clean and comfortable 
environment 
I have access to 
effective pain relief
I have appropriate food 
and drink

I am able to involve my 
loved ones in decisions 
about my care

I feel they are actively 
welcomed and have 
their needs recognised

I am able to access 
services when I need 
them
I am supported by people 
who listen carefully so 
they know what matters 
most to me
I have my care/ support 
delivered by trusted 
staff

People with lived experience  ‘I’ Statements (our patients/service users)

‘We Will’ statements (our staff)

Services will ASK, LISTEN & ACT to deliver  - You said/We did & locally agreed Always Experiences 

Work to ensure we 
deliver services in the 
right way, at the right 
time 

Know how to have 
conversations with 
people to explore what 
matters most

Ensure you have 
confidence in staff 
with a ‘can do’ attitude 

Clarify and take action 
on how you would 
want your family/carer 
to be involved

Fully involve your 
family/carer at the 
start of the planning of 
your care or treatment

Develop triangulation 
of care model 

Ensure you have a 
clean, warm, safe 
environment including 
managing risks

Ensure pain relief 
is given in a timely 
manner and adjusted 
as needed

Meet your nutritional/ 
hydration support 
needs

Manage expectations

Discuss your fears and 
anxieties and give  
reassurance 

Enable you to maintain 
your  independence, 
stay in control 
including having 
appropriate aids

Take time to listen and 
show that we care

Treat you as a valued 
person first  

Not make assumptions 
and be honest and 
open 

Respond to you in a 
timely manner

Discuss and support 
your communication 
needs

Provide information 
you can understand, so 
you can make choices 
and decisions

Not use medical jargon 
and provide easy read 
information

Ensure care/support 
plans are developed 
with you/family/carers 

Deliver consistent 
information

Work with colleagues 
and in partnership 
with others so services 
work together 

Take time to 
understand your 
individual needs and 
how we support them

Listen and address 
your concerns, ensure 
you are fully informed 
and given options

Treat you as in 
individual, an equal 
partner and respect 
the choices you make 
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