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Making sense of rapid, emergent change Delivering good change practices is critical right now to benefit from the rapid pace of change and innovation in response to COVID-19. Disruption is a positive force for change that needs personal and team agility to make sense of it.  COVID-19 is part of our on-going reality. Working together to give effect to a just and resilient recovery is a shared responsibility. 
This template and supporting infographics are aligned to the Health Services Change Framework and are intended to support individuals and teams adapt and act in a rapidly changing environment. Access the full Reflect Recover Renew infographics: click here https://www.hse.ie/changeguide/covid19-team-resources
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Reflect Recover Renew supports teams to consider what has changed and what we have learned from our COVID-19 experiences. The template and infographics will support you as team leader to self-facilitate a session in order to:
· Take time with your colleagues to pause and reflect
· Consider the learning and make sense of your experiences
· Identify what individual and team supports are needed 
· Plan for how services can be resumed or redesigned
· Consider how new practices can be implemented 
· Build on new relationships to sustain improvements

How to use it?
Use this template and associated infographics to support personal and team reflection and meaningful conversations.  
· Agree how you will facilitate the team conversation using the prompt questions below.
· Think about how best to create a reflective/learning culture – a safe place to share insights, concerns and hopes based on your experiences of COVID-19.  
· Identify who will coordinate the learning efforts – think of ways to make it easy to gather and share insights given the pressures on staff. 
· Agree what information you want to collect – use the questions below as a starting point. 
· Identify how you will come together to share and act on the learning – ‘on the go’, team huddles, learning sessions. 
· Agree how you will share the learning with senior managers and put an action plan in place. 
Team Reflection Questions: Learning from COVID-19	
	Name of service/team:                                                                                                                                     Date:

	Question 
	Response
	Improvement Actions

	1a. Can you think of ways in which you changed your practice* that improved the care and service you provide? 
*New roles, working relationships, skills, technology, work practices, working in different locations etc. 
	
	

	1b. What helped you to do it?
	
	

	2a. What are the emerging possibilities you have seen or experienced that we need to continue? 
	
	

	2b. What actions do you need to take to support these possibilities?
	
	

	3a. What can you as a team do differently now? 
	

	

	3b. How will these changes impact for patients/services users and for staff? 
	
	

	4a. What are your key change challenges? 

	
	

	4b. What would help to address these challenges?
	
	



Reflect Recover Renew – infographics 
Now that you have gathered the data from your team reflection you can access the helpful infographics and tools from the Change Guide. As a team leader take some time to read through the guidance set out in the Reflect Recover Renew infographics (see samples overleaf) considering the following questions:
· What resonates with you and connects with your team reflections?
· Are there actions you can take to progress the guidance provided?

Access Reflect Recover Renew and Health Services Change Guide resources – see details below. 
 
[image: ]To access the live version of each infographic please visit https://www.hse.ie/eng/staff/resources/changeguide/covid19-team-resources/
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To access these resources:
1. Learning Module on Reflect Recover Renew
2. Powerpoint presentation for team session
3. Team Template 6.5.1
4. Suite of infographics for Reflect Recover Renew

Additional Resources:

- E-learning programme for Change Guide
on HSELanD - Delivering Change in Health Services
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Defining Change

Values

Key to recovery and renewal is how we:
Model Shared Values (g5 1416 Change Guide)
+ Core heaith service values remain constant and
shape our behaviour at times of rapid change.
+ Continue to transiate our values as public sevants R ef|ect
into action, motivating us to step up to the
challenge.
« Connect on a ‘noble goal" to provide a shared sense RECOVET
of purpose and direction at times of uncertainty.
« Reflecting on the alignment of your personal values
o the values of your team ¢ service helps us RETMEW
understand the fit or otherwise between both -
making valuesbased choices / decisions may not
always be easy.

Adapt & Act

« Connect with people’s sense of public service and
community responsibility as a key lever for change. '
Harness the power of peer-to-peer influence to

create new ways of working.

Acknowledge and affirm behaviours that reflect

shared values and respect difference.

Use the organisation’s core values as ‘ground rules’

to anchor decision-making and balance stability and

change.

e alert to behaviours that do not reflect core

values and call them out fairly.

HSE Covid-19 supports for staff
Please visit: workwellie
HSE Employee Assistance Call Line: 0818 327 327
Covid-19 training courses & support: HSELanD.ie
HSE HR National Coaching Service: Click here
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Defining Change

Key to recovery and renewal is how we:
Practice Collective Leadership {pgs 11-13 Change Guide)
« Leaders help to make sense of complexity and work

with others to find order in chaos'.
rection and provide ity on RETlECE
ties and authority.
team and share power by allocating it to

the expertise, and Recover
sit.
+ They build trust, demonstrate courage and focus on
the ‘greater public good". Renew

« They harness the urgency for change to drive
innovation, support risk taking and enable people to
take action.

Adapt & Act

« Help people to understand ‘new power and the
impact of the ‘new normal’ by optimising the whole
system to lever engagement, networks and

connections.
« Be aware of your own biases, how you react to .
change and how you step outside your role to lead

wiith others.

 Be visible and accessible, acknowledge and
appreciate effort and motivate others to get
involved.

* Communicate with integrity and purpose -
recognise you don't have all the answers.

* Use local knowledge and involve frontline staff,
middle managers and clinicians as the catalysts for
rapid and sustainable change.

HSE Covid-19 supports for staff
Please visit: workwellie

HSE Employee Assistance Call Line: 0818 327 327
Covid-19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Click here
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Key to recovery and renewal is how we:
Support Behaviour Change (0032324 Change Guide)
« Understand what drives and sustains behaviour

change - a compelling need to stay safe, protect

others and shared purpose. (Covid-19). Reflect
« Positive relationships and peer influences are
essential.
Leaders combining science and compassion - using
rational and emotional connections to mobilise
large scale behaviour change.
Acknowledging people’s efforts and demonstrating Renew
progress helps to establish new patterns of
behavior

Recover

Adapt & Act
« Recognise different starting points and personal
preferences to sustain behaviour change. o
 Win the hearts and minds of people by connecting to
the ‘greater good' and aligning values.
« Continue to demonstrate progress using evidence
and stories of ‘what worked! instilling confidence to
deliver new practices and ways of working.
« Affirm personal and team effort to change
traditional work patterns and work with staff to

resolve concerns.

HSE Covid-19 supports for staff
Please visit: workwellie
HSE Employee Assistance Call Line: 0818 327 327
Covid-19 training courses & support: HSELanD.ie
HSE HR National Coaching Service: Click here
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Key to recovery and renewal is how we:
Understand Personal Experiences  ss2022change suide
« Change is personal - people's emotional reactions

wil be different. Reflect
« 1t is natural to feel challenged by change and

+ Addressing concerns sensitively builds trust and
helps people stay engaged. ReCOVer
« Many people moved outside thelr comfort zones
and will need personal and team support.
« Creating psychological safety and space will help RENEW
people to challenge, practice and adapt.

Adapt & Act

+ Attend to how people are feeling and experiencing
change by listening to their perspectives, empathise
with them when they are overwhelmed and
struggling.

Challenge your own assumptions, listen to others
and see the change from the perspective of service
users and staff.

« Help people to reduce distress by providing them
with practical help to do their job and give of their
best to the people they serve.

Facilitate transitions to new  practices, support
letting go, attend to endings and assist with
uncertainty - always be honest about the impact of
the change.

Work with resistance and personal readiness. Not all
change is viewed positively. Keep a focus on what is
improved for service users and on public value.
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-19 supports for staff
HSE Employee Assistance Call Line: 0818 327 327 gl
Covick19 training courses & support: HSELanD.e
HSE HR National Coaching Service: Click here =
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Key to recovery and renewal is how we:
Use Evidence & Lever Technology (pgs 30:32 Change Guide)
« Evidence is key to levering change - emerging public

health evidence is central to key deci

n-making.
« Better data leads to better decision-making - how Reflect
evidence s used and communicated is ritical to
engaging hearts and minds. Recover
« Technology is a critical driver of change - now more
than ever we are dependent on connected and
reliable technological solutions. Renew
* EHealth developments will now need to be

accelerated at pace.

Adapt & Act

+ Use evidence to influence change and demonstrate
‘outcomes - identify new practices and learning.

+ Gather and connect data and knowledge from
multiple sources recognising that in rapid change
data may be incomplete or fragmented.

« Engage in robust measurement and analysis using
rapid review methods.

« Relentlessly build capacity to lever e-Health and

to deliver

solutions.

HSE Covid-19 supports for staff

Please vist: workwell,

HSE Employee Assistance Call Line: 0818 327 327 iy
Covid19 training courses & support: HSELanD.ie
HSE HR National Coaching Service: Click here
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Key to recovery and renewal is how we:
Network & Partner (pgs 2729 Change Guide)
« Focusing on population health needs requires a

whole system approach. Reflect
. and are key to
imely responses to community needs. Recover
« Active citizen engagement enables greater

understanding of issues and builds trust.
« Local community engagement provides a solid basis R@N@W

to address public health issues.

Adapt & Act

« Optimise the benefits of increased cross sector

working and identify what has delivered best for the

Tocal community.

Provide clarity on responsibility and authority to

take action within the context of collective

approaches.

Leverage the network effect to accelerate changes,

optimising connections and social networking to

increase reach and influence.

Build on local partnerships to add value and provide

diverse service offerings particularly for ‘at risk' and

vulnerable groups.

* Continue to prioritise co-production - enabling
people to participate and create their own solutions
through shared decision-making.

HSE Covid-19 supports for staff g
Please visit: workuwell Y2\
S Employee Assistance CallLine: 0818 327 327 by
Covid-19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Click here
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Key to recovery and renewal is how we:
Invest in People & Teams (bgs 2526 Change Guide)
« Recognise teams as the core unit of service delivery.

« Build on the collective resilience and creativity of Reflect
the team to adjust, adapt and respond.

Prioritise staff health and wellbeing - caring for

those that care for others, acknowledge the impact R@cOver
of change in practices for staff.

Demonstrate respect for how services were

delivered and blend this with the ‘new’ learning on

what can be improved. Renew

Adapt & Act
« Tap into recent rapid adaption and new practices at
team level and agree what has worked well and can

o mistained: T (@) +
Intensify supports to individuals and intact teams %
tiling on the collecive strngth of shared (@)![1(8)
Searniog od pride 1 what has ooon: schioved 16 H

date.

Activate diverse teams to focus on problem solving
0 prvie poapte with sppuciusiion  shve thele
axperiences snd Indghts.

Focus on the skills and workforce required to reform
warvisen «:agrosmadin soays: 5 uploy ool 90
Mot sroas.

Increase the emphasis on enabling staff to be
become more itally fluent to keep up with the
pomabuiny

HSE Covid-19 supports for staff g
Please visit: workuwell Y2\
S Employee Assistance CallLine: 0818 327 327 by
Covid-19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Click here
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Key to recovery and renewal is how we:

Engage & Communicate (Pgs 17:49, 3749 Change Guide)
« Frequent and honest communication is always key;
accelerate during uncertainty. Reflect

Bring the ‘outside in' - listen to the experiences of
the public, service users and staff, gather learning

Recover

and address concerns.

Share ideas and tap into people’s creativity during
rapid change. Renew
Engage to enable locally generated solutions.

Adapt & Act
« Identify and work with key decision-makers,
influencers and people who will be impacted by the ° ’
change.
« Find opportunities to bring the voice of employees #‘
and service users into key decision making.
« Prioritise conversations with frontiine ~ staff,
clinicians and with patients, families and service
users, focus energy on relationships and
connectivity to their issues.
« Address people’s basic needs in order to enable
engagement - need for security, physical safety,
personal support. LD
* Build trust by taking time to consider both the /| T\
benefits and challenges of practice changes and .
work together to find solutions.

HSE Covid-19 supports for staff g
Please visit: workuwell Y2\
S Employee Assistance CallLine: 0818 327 327 by
Covid-19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Click here
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Change Activity

Deliver

Key to recovery and renewal is how we:
Deliver what needs to change as we restore
and reform our services e change cude)

Implement actions
Everyone involved in the recovery plans and restoration of services
needs time and support to adapt to the new ways of workin.
Balancing stabiity and change requires collective and compassionate
leadership. Remaining focused on the people and culture change
platform will keep you anchored as you implemen changes.

Support implementation
Intensify individual and team supports and focus on managing the
uncertainty associated with the change. Pay particuar attention to
Inter-team and service relationships. Engagement with patients,
service users,staff and staff representative bodies is key.

Measure progress
Measure progress and keep the focus on honest communication

about progress. Adapt to emerging local neds, earning from what

has happened and take action if needed to mosify or change your

plan. Keep the focus on how wel you are delivering services to meet

local needs.

Celebrate success
Take the time to acknowledge people’s personal efforts and
commitment to delivering public servies at a time of unprecedented
change. Malntaning thi level of commitment wil requie tme for
reflection, recovery and renew.

Sustain improvement
Sustaiing peoples personl efforts wil need focus and energy.
Continue to invalve frontiine staff and patients / service users in
Feviewing progress. Their input wil keep you grounded and support
You to progress to a better future for all.

I,
T

HSE Covid-19 supports for staff
Please visit: workwell.ie

HSE Employee Assistance Call Line: 0818 327 327
Covic19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Clck here.
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Key to recovery and renewal is how we:
Design what needs to change as we restore and
reform our services  es7ras change Gude)

Agree to co-design
AC imes of uncertainty and rapid change placing peoples needs at
the centre of the service design process s essential. People who
receive and deliver our services are best placed to describe their
eeds based on their experiences. Pririise the ime to engage In co-
design with patients,service users, familles, communiies and staf,

Design service operational model
Take the tme with service users, staff and team colleagues to explore
ways your service can be delivered diferently or better. Make the
bestof the new ways of delvering services that were implemented at
pace - what elemens can be continue, enhanced or strengthensd?

q'a
[soe__J

Many senvces are now focusing on ‘recovery plans’ and ‘restoring
services. Having a plan keeps you focused - it also helps you t0
consicer dependencies an risks. Engagement n designing the action
plan is criical - remember tht staff and service users wil be at
diferent stages of recovery and readiness. Renewal takes time.

Communicate Action Plan
Keep people engaged through regular and honest communication.
Many health and socal care staff were at the ‘fronting' in dealing
With Covid-19. responses i community, acute and public facing,
services. Staff were re-deployed often working in different locatons.
Some staff worked remotely. Respect the different experiences when
communicating with staff i terms of recovery action plans.

HSE Covid-19 supports for staff
Please visit: workwell.ie

HSE Employee Assistance Call Line: 0818 327 327
Covic19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Clck here.
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Key to recovery and renewal is how we:
Define what needs to change as we restore
and reform our services s s change cuse)

\dentify shared purpose
Use the learning from the Covid-19. experience of

connecting on a shared purpose to restore and reform

senices working with loca communites and st on § § § § §
service re-design.

Understand current services
Take time to reflect on what has changed, consider the  §f § § § §
impact of how service were delivered and how they might

need to be delivered differently in the short, medium and

fonger term.

Agree better outcomes

Work with patients, service users, communities and staff to
design how services will now be delivered focusing on [ (\
outcomes that reflect local community needs and the
direction set out in Sléintecare. Q?

Measure for success
Use existing data to understand current sevices and to
provide a baseline to measure progress. Acknowledge the
impact of changed service delivery approaches on key
measures and adapt accordingly

Make case for change
Take into account the impact of recent changes and our
‘new  reality. Work with colleagues to scope out your
business case for change. Consider possibilties to align
these changes with the direction set out in Slaintecare.

I,
S

HSE Covid-19 supports for staff
Please visit: workwell.ie

HSE Employee Assistance Call Line: 0818 327 327 #HOLDFIRM.
Covic19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Clck here.
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Key to recovery and renewal is how we:
Deliver Public Value & Be Accountable  ws333 chanee
« Our focus is on delivering the best public health

outcomes for the population in line with our public

accountability role.

Meeting ocalneeds n lne withnationat guidanceis R€TIECT

a hallmark of how we responded - identifying
people’s needs and the needs of vulnerable groups /
communities.

We will be measured on how well we responded to
peoples needs, provided clinical governance and [ &)
attended to financial probity.

Reducing bureaucracy has increased our ability to
deliver - central frameworks - local delivery.

Recover

Adapt & Act

« Implement robust governance that reduces ﬁ
unnecessary layers  between policy and  cf N5,
implementation.

rcep——— Y]
~locate decision-making appropriately.

« Encourage and support people to try things out -

ns for innovation and freedom to

create the con
improve services.

« Support performance to deliver better outcomes
that are identifiable by service users, communities
and staff.

HSE Covid-19 supports for staff

Please visit: workw

HSE Employee Assistance Call Line: 0818 327 327 LR

Covid-19 training courses & support: HSELanD.ie

HSE HR National Coaching Service: Click here
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