
 

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

Booklet 1 
Why we need a Duty of 
Candour policy 



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 
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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. 
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About our Duty of Candour 
Policy 

We are writing a policy that says how  
staff and organisations must be open 
and honest all of the time.   

This includes how important it is to be 
open and honest when things go 
wrong. 

It will tell people what rules 
organisations and staff have to follow. 

 

It will support people and staff to 
speak up when things go wrong.  
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We have written 4 booklets about  
Duty of Candour. 

Booklet 1 tells you why we need a 
policy and what things we need to put 
in it. 

 

Booklet 2 tells you what rules 
organisations will have to follow. 

 

Booklet 3 tells you what rules staff 
have to follow. 

 

Booklet 4 tells you about our new 
framework. This is a guide to help 
staff work in an open and honest way 
all of the time. 
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Why we need a policy 

In 2018 there was a big report written 
about 5 children who died in hospital. 

 

The report said the children had died 
because the hospital and some staff 
did not look after them very well. 

 

The report said that the hospital and 
some staff did not: 

• Check that they were running 
good services 

 

• Look after people properly 
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• Report it if managers or staff 
made a mistake 

 

• Listen to or respect the children’s 
families   

 

A lot has changed now and hospitals 
are working in a better way.  

But the report said organisations still 
need to have a policy about duty of 
candour.   
 

The policy should say: 

• What organisations are 
responsible for 

 

and 

• What staff are responsible for 
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What we have done so far 

Before we started to write a policy for 
duty of candour we talked to lots of: 

 

•  Staff 
 

• Organisations 

• People, families and carers 

 

We have listened to what people told 
us and used it to help write our ideas 
for the policy. 
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Now we want to know: 

• What everyone thinks about our 
duty of candour policy? 

 

• Do people think we have put the 
right things in it? 

 

• Is there anything we have missed 
out? 

 

• Is there anything we can do to 
make it better? 

 

We will look at what everyone tells us 
then write a final version of the policy. 
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Recommendations  

At the end of the big report were 
some recommendations. These are 
things the reports says should be in a 
duty of candour policy. 

 

1.  Every organisation and all staff 
must be open and honest with 
everyone all of the time. 

 

2.  When someone is seriously 
harmed because of the care they get, 
staff must explain what has gone 
wrong and why it has happened. 

 

3.  Full and honest answers must be 
given to people when they ask any 
questions about treatment. 
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4.  Staff and organisations must be 
truthful if asked any questions about 
the care they give. 

 

5. When an organisation tells people 
how well it is doing it must be truthful. 
It must not choose to leave out any 
information. 

 

6. If an organisation thinks the care it 
gave someone has caused them 
serious harm or death, it must tell 
people straight away.  

 

7. Some staff have special training to 
work with patients. These staff must 
report it if they think someone has 
been seriously harmed. 
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8.  It should be against the law if staff  
or organisations do not follow the 
duty of candour policy.  

 
and 

It should also be against the law if 
staff or organisations stop others from 
following the policy. 

 

9.  The Department of Health must 
tell all healthcare organisations how 
to follow a Duty of Candour policy. 

 

10. Staff must not be made to feel 
bad or be punished for reporting 
things. 

Staff must be supported to report 
things. 
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9.  The     
tell all h    
to follo       



 
11.  Organisations must make sure 
that their staff: 

• Understand duty of candour 

 

• Know how to follow the rules 

 

• Know what to do if things go 
wrong 
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Questions for you 

We know the words duty of candour 
are hard to understand. 

 
Do you think we should call it duty of 
candour? 

If not, what else do you think we 
could call it? 

Now please read booklet 2 and 3 
about what should go in the duty of 
candour policy. 

 

We have put some questions in each 
booklet to ask what you think.
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