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What is business critical?  

 

– Department of Health – 27 agencies & public bodies;17 
overarching policies 

– NHS England mandate 2017/18 

• Objectives - reducing inequalities; improving quality of care; 
balance the books; prevention;  meet core standards of care; 
improving out of hospital care; support research, innovation 
and growth 

• Translates into -  STPs, Five Year Forward View, seven day 
NHS, Carter Review, Francis report, NHS Operational 
Planning and Contracting Guidance 2017-9, CQUINs  

– Your Trust? 

 

 

 
 

 



The business of health 

[Health Foundation 2016] 



Know your customer 

• What is business critical in your trust? 

• Understand national and local drivers 

• Speak the language 

 Provide a tailored service 

 



Managers’ behaviour 

Research around managers behaviours 

– What they need 

– Where they look 

– How they use evidence 

Virtually all managers see information use as 

important  [Edwards 2013] 

Commissioners appear to be well intentioned but 

ad hoc users of research [Wilson 2017] 



Evidence based decision making 

“For commissioners, the word ‘evidence’ often meant any 

source of information other than personal experience and 

anecdotes.” [Wye 2015a] 

 

‘Evidence-based policy-making’ usually meant pragmatic 

selection of ‘evidence’ such as best practice guidance, 

clinicians’ and users’ views of services and innovations 

from elsewhere. “ [Wye 2014] 



Managers’ evidence questions 

• How can we improve this service/pathway? 

• What does “good” look like? 

• How have others done it? 

• Outcomes – intelligence / KPIs 

• Can we reduce the cost? 

• How do we compare with others - benchmarking 

• New models of care 

• What is the government saying? 

• Keep me up to date 



Searching habits  

• Difficult to find commissioning/management evidence either 

through lack of time, information overload, or not knowing 

where to find it. 

• Look for themselves or rely on colleagues 

• Like email discussion lists & alerts 

• NHS sources are constantly changing and confusing (want a 

“one stop shop”)  

• Don’t ask the library unless they have had previous contact 

• Library staff also found it difficult  

 



Where do managers look? 

The five most frequently used sources 
(weekly/daily)  

• views/experiences of colleagues 

• search engines 

• front-line staff 

• NHS websites 

• email discussion lists and alerts 
 

[Edwards 2013] 
 

 



Using the evidence 

“Evidence is context-dependent – “Local processes and 
professional and microsystem considerations played a significant 
role in adoption and implementation” 

 

“evidence is not ‘taken up’ in practice…Rather, it is co-
produced…and becomes a prosthetic device that equips managers, 
and other actors, in their pursuit of decisions and practical ends… 
evidence becomes meaningful as a tool for knowing in practice.” 

 

“Evidence was continuously interpreted and (re)constructed by 
professional identity, organisational role, team membership, 
audience and organisational goals.” 

[Swann 2012, Kyratsis 2014] 



Using the evidence 

• CEOs seek information and use knowledge all 

the time, for three main purposes:  

– making decisions 

– accounting for decisions already made 

– making sense 

 [Nicolini 2014] 

 



Learning from the research 
• A different understanding of “evidence” – local and 

generic 

• Managers want “high quality” evidence but there is too 

much of it, it is difficult to access and takes too long 

• What is happening locally is key  

• Colleague/team discussions are critical to decision 

making – “in the room” 

• Evidence is reconstructed as part of the decision making 

process  

• Will use local library services with encouragement 

 

 



Librarians and knowledge managers 

as knowledge mobilizers 

• “very heavy use of services by some managers who had 
established close working relationships with their librarians. 
However, libraries are often seen primarily as repositories of 
clinical or research based information.” 

• “Being set apart from the organisation (physically or in terms of 
involvement in organisational processes) may impede [librarians’] 
ability to be more proactive in the services they offer to 
managers.” 

• “generic technical search skills, while useful, do not guide users 
to management sources or assist them in critically evaluating the 
usefulness of the information found” 

[Edwards 2013] 



 A “plurality” of sources 
 

[Swan 2012] 



Sourcing the evidence 
Health Serv Deliv Res 



Mobilising the evidence  

I like reports, presentations and easy read data.   

I get frustrated … 

…if there is no exec summary/findings up front.   

…if the report is not really getting to the point 

quickly.   

It can lay the findings behind this, but tell me 

quickly what’s the purpose, outcomes. 

CCG commissioner 



Presenting the evidence 

Bullet points            Summary               Sources 

 

• Don’t lose the locality detail 

• Document where you looked 

• Don’t go beyond your competence 

• Ensure people can link to the original evidence easily 

• Client deadline 

• How long did it take? – tell the client 

 

 



Going forward.. 

Think about  

 

• A service model to help my customer 

• Searching skills to identify the plurality of evidence 

• Report formats to meet the business need 
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