
 

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

Booklet 2 
The rules that organisations 
will have to follow 



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. 

 

It is important you read booklet 1 
before you read this booklet. 
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About Organisational Duty 
of Candour  

In this booklet we are looking at what 
rules organisations should follow for 
duty of candour. 
 

The recommendations say all health 
and social care organisations should 
have to follow all of the rules. 

Questions for you 

Do you agree all organisations should 
have to follow the rules? 

If not, which organisations do you 
think should have to follow the rules?   
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What to put in the policy 

The main thing to go in the policy is 
that organisations must always be 
open and honest with people. 
 

Staff must always be open and honest 
when people ask questions about 
treatments. 

 

This will make it clear what rules 
organisations will have to follow for 
duty of candour. 
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What happens if things go 
wrong 

There should be extra rules about 
being honest and open when things 
go seriously wrong.   
 

The organisation or staff have not 
meant to hurt anyone but a mistake 
has happened. 

 

This could be: 

• Moderate harm.  This is when a 
person needs more treatment to 
fix the mistake 

 
or 

• The person has serious harm but it 
does not last for long.   
For example if someone loses their 
sight but gets it back after a 
couple of days 
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• Serious harm.  This is when a 
person is seriously hurt by the 
mistake. This might be losing their 
sight or not being able to move 
parts of their body 

 

 • Psychological harm.  This is where 
the mistake affects the persons 
mental health for 28 days or more 

 

If a person has moderate, serious or 
psychological harm it must be 
reported. 

 

The organisation must then follow the 
next part of the policy.  We call this 
the Duty of Candour Procedure. 
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Questions for you 

Do you agree with how we have 
decided what serious harm is? 

 

If you do not agree, have you got 
another idea for how we decide what 
serious harm is? 
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NoYes



Duty of Candour Procedure 

A procedure is things that have to 
happen. 

When harm to a person is reported 
organisations must do these things: 
 

• Tell people as soon as they can 
and give them the support they 
need 

 

• The organisation must write to the 
people involved 

 

In the letter it must: 

- Say what has happened 
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- Give an apology 

 

- Say what the organisation will do.  
And what is found in any 
investigations 

 

• The organisation must involve 
people in any investigations about 
what happened 

 

If the organisation cannot get in 
touch with people they must write it 
down.    
 

The organisation must keep notes 
about when it tried to contact them. 
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Questions for you 

Do you agree the organisation should 
have to do these things if it makes a 
mistake? 

If you do not agree, what else do you 
think they should do? 
 

 

Do you agree that the policy makes 
organisations give an apology? 
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NoYes
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Support and protection for 
staff 

Here is what the organisation will do 
to support staff to follow the rules: 

 

• To help staff be open and honest 
the organisation must support 
them 

 

• Staff must not be scared to speak 
out if they have made a mistake.   

Or, speak out about mistakes they 
see 

• All staff will have the right training  
and support around duty of 
candour 
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Questions for you 

Do you think it is important that 
organisations support staff and give 
training on how to be honest and 
open? 

 
If not, why don’t you agree? 
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NoYes
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Report and check 
organisations are being 
open and honest 

If we write a law about duty of 
candour it should say: 
 

• Organisation must not leave out 
any important information just 
because it might make them look 
bad 

 

• Organisations must write a report 
about how well they are doing at 
being honest and open 

 

• Reports must be shared with the 
Health Watchdog and the 
Department of Health 
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Questions for you 

Do you agree with the ideas for how 
to check organisations are being 
honest and open? 

Do you have another idea about how 
we can check how organisations are 
being honest and open? 
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What might happen if 
organisations do not follow 
the policy 

The Health Watchdog would check 
that organisations are following the 
policy. 

 

The recommendations say: 

• It should be a crime if 
organisations are caught not 
following the policy lots of times. 

Organisations would be fined but 
how much hasn’t been decided 
yet. 

 

• It should be a crime if anyone tries 
to stop an organisation from being 
open and honest. 

A fine would be given but we 
haven’t decided how much yet. 
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Questions for you 

Do you agree that it should be a crime 
if organisations do not follow the duty 
of candour policy? 

If you do not agree, tell us why?  

 

Do you have another idea about what 
we could do if organisations do not 
follow the policy? 
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