
 

Talking to people about 
Duty of Candour  
How organisations can be open 
and honest when things go wrong. 
 

Booklet 4 
Being Open Framework  



Explaining some of the 
words we use 
 

Duty: This means being responsible 
for something.   

Candour: This means being open and 
honest when we make a mistake. 
 

Organisations:  This means health 
and social care organisations like: 

• NHS and private hospitals 

• Care homes 

• A doctors surgery 

• Dentists 

• Pharmacists 

• Home care support 

2



Staff: This means people who work in 
organisations. People like: 

• Doctors or nurses 

• Receptionists 

• Care workers 

• Managers 

• Social workers 

People: This means the people who 
use services, their families and carers 
or supporters. 

 

It is important you read booklet 1 
before you read this booklet. 
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Being open framework 

It is important staff and organisations 
work in a way that is open and honest 
all of the time. 
 

We want to write a guide to help staff 
do this. We will call this guide a 
Framework. 
 

The framework will say how staff will 
work and what people can expect. 
  

 

It will give staff the support they need 
to work in an open and honest way. 
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We have written our Framework in  
3 levels. 

 

Level 1: Honesty at all times  

 

 
Level 2: Mistakes help us learn  

 

 
Level 3: When a mistake happens and 
a person is hurt. 

 

We want to know what you think 
about the framework. 
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Level 1: Honesty at all times 

People will be involved in 
decisions about their care 

 

Information about treatment and 
care will be shared with people. 

 

Information will be accessible. 

 

People will get support to understand 
information and make decisions.  
  
 

People can choose who sees their 
information. 
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People can ask questions and staff 
will answer them.    

 

People will get the information and 
care they need at the right time and 
in the right place.   

 
Staff will work in an open and 
honest way 

Staff will talk about their work in their 
teams. Staff will talk about what went 
well and what they learned. 
  
 

Staff will listen to what people say 
about services. They will use this 
information to make services better.  
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Staff will be honest with people. They 
will be supported by their organisation 
to do this. 
 

Managers will also be open and 
honest with staff.  

 
Questions 

Do you agree with the things we have 
said in Level 1?  

If you do not agree, tell us what you 
think it should say instead? 
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Yes No



Level 2: Mistakes help us learn  

We are honest about mistakes 
and we learn from them  

 
When a mistake happens:  

• Staff will get training and support. 
This will make it less likely to 
happen again 

 

• If no-one was hurt, people should 
still be told if it affects their care 
and treatment 

 

• Organisations will learn from 
mistakes 
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 • People will help organisations to 
learn and then make services 
better  

 

• People must tell staff as soon as 
possible if they think a mistake has 
been made 

 

When a mistake happens 
staff must:   

• Report it immediately, even if no 
one was hurt  

 

• Support people who were involved 

 

• Help the organisation to learn 
from what happened  
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Questions 

Do you agree with the things we have 
said in Level 2?  

If you do not agree, tell us what you 
think it should say instead? 
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Yes No



Level 3: When a mistake 
happens and a person is hurt 

A person who is involved in a 
mistake can expect these things.  
 

Staff will offer an apology as soon  
as possible.  

 

Staff will explain clearly what 
happened and what will happen next.  

The person can be involved in a review 
if they want to be. 

 

Information given to the person must 
be honest, accessible, and not leave 
anything out.  
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The person will get the support they 
need. 

 
The team of staff who support the 
person after a mistake must: 
 
  

• Be kind, patient and 
understanding 

 

• Know why the mistake happened 

 

• Involve senior people. For 
example, a manager or the Chief 
Executive  
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What people should do if they 
think there has been a mistake 

  
Tell staff or the organisation what 
happened and what support they 
need. 

 

A family member or close friend may 
be able to get involved if the person 
involved in the mistake: 
 

• Has died 

• Cannot make decisions about 
what should happen 

• Cannot understand information 
about the mistake 

 

If there is no one to do this, the 
organisation will follow the law and be 
clear about who can see information 
and make decisions.  
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What staff can expect if there is a 
serious mistake   

Staff should be supported by their 
organisation.  

 

Managers must be clear with staff 
about what happens next.   

 

Staff will be treated fairly. 

 

Staff must:    

• Be honest about what happened 

 

• Provide information about the 
mistake 
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 • Take part in any investigation 
about what happened 

 

• Apologise to people when needed 

 

• Support people 

16



Questions 

Do you agree with the things we have 
said in Level 3?  

If you do not agree, tell us what you 
think it should say instead? 
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Yes No
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