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By caring, we mean that the service involves and treats people with compassion, kindness, dignity and 

respect. 
KLOE  

C1 

How does the service ensure 
that people are treated with 
kindness, respect and 
compassion, and given 
emotional support when 
needed 

 

ISAS 

1 Do staff understand and respect people’s 
personal, cultural, social and religious 
needs of people and how these relate to 
care needs, and do they take these into 
account in the way they deliver services?  Is 
this information recorded and shared with 
other services or providers?  

 

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 

LM2 C5 - Systems in place to implement actions necessary to achieve agreed quality objectives and 
continual improvement of all Service activities and processes  

CL1 C2 - Systems in place to ensure a collaborative approach to define and deliver imaging pathways 
and to maintain communication both within and outwith the service  

CL1 C3 - Systems in place to ensure clinically relevant information is received from referrers and 
patients  

FR1 C1 - Systems in place to ensure all areas used by the service meet the specific needs of 
the patient population (including children and those with particular needs) and staff 

FR4 C6 - Systems in place to ensure the service maintains competencies to address the requirements of 
patients, children, and those with particular needs 
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FR4 C7 - Systems in place to ensure all staff are supported to maintain necessary skills, knowledge and 
levels of competence, and to develop new competencies 

PE2 - The service should actively promote patients’ privacy, dignity and security. Due regard should be 
paid to differences in culture, religion, age and other factors with reference to equality and diversity 
legislation. 

PE4 - The service should focus delivery on patients and their specific requirements. Due regard should 
be paid to differences in culture, religion, age and other factors, including vulnerability. 

PE5 C4 - Systems in place to ensure results of patient feedback and complaints are collated, analysed 
and findings disseminated, communicated to relevant parties and acted upon 

 

2 Do staff take the time to interact with 
people who use the service and those close 
to them in a respectful and considerate 
way? 

 

PE2 C1 - Systems in place to encourage and support staff to be welcoming and to act with discretion 
and respect towards patients and carers 

PE3 C1 - Systems in place to ensure that patients are able to discuss their examination/procedure 
options with an appropriate staff member  

3 Do staff show an encouraging, sensitive and 
supportive attitude to people who use 
services and those close to them?  

 

PE2 C1 - Systems in place to encourage and support staff to be welcoming and to act with discretion 
and respect towards patients and carers 

PE3 C1 - Systems in place to ensure that patients are able to discuss their examination/procedure 
options with an appropriate staff member 

PE4 C6 - Systems in place to provide support for patients who become distressed during their contact 
with the service including when the service fails to meet expectations. 
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4 Do staff raise concerns about disrespectful, 

discriminatory or abusive behaviour or 
attitudes?  

 

LM1 C10 - Systems in place to support staff in managing stress and achieving a work/life balance  
 
LM2 C2 - Systems in place to identify and manage discrepancies when untoward events occur 
throughout the patient journey, including near-misses, and take preventative and / or corrective 
action(s) 
 
CL7 C2 - Systems in place to ensure users are able to give feedback, in confidence if appropriate 
 
PE 5 - The service should encourage patients, carers and others including staff to give feedback, either 
verbal or written, and use the feedback to improve and develop the service. The feedback may include 
complaints which should be managed effectively within specified timescales, and use the information 
to inform development of care and service delivery. 
 
SA7 C7 - Systems in place to ensure support for patients, staff and others who have been involved in an 
incident 
 

5 Do staff understand the impact that a 
patient’s care, treatment or condition will 
have their wellbeing and those close to 
them, both emotionally and socially? 

 

PE4 – The service implements and monitors systems to ensure that service delivery is patient focused.  
The service should focus delivery on patients and their specific requirements. Due regard should be paid 
to differences in culture, religion, age and other factors, including vulnerability.  
 
FR4 C4 - Systems in place to ensure that all staff are properly inducted into their roles, together with 
any additional education and training provided as necessary. 

6 Are people given appropriate and timely 
support and information to cope 
emotionally with their care, treatment or 
condition?  Are they advised how to find 
other support services? 

LM1 C10 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 
 
PE1 – The service implements and monitors systems to ensure that patients are able to access patient-
friendly information about what happens before, during and after all examinations/procedures. 
 
PE4 – The service implements and monitors systems to ensure that service delivery is patient focused.  
The service should focus delivery on patients and their specific requirements. Due regard should be paid 
to differences in culture, religion, age and other factors, including vulnerability.  
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KLOE C2 How does the service support 
people to express their views 
and be actively involved in 
making decisions about their 
care, treatment and support as 
far as possible? 

 

ISAS 

1 Do staff communicate with people so that 
they understand their care, treatment and 
condition and any advice given?   

 

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 
 
LM2 C2 - Systems in place for a clearly defined audit programme for all processes 
 
PE1 - The service should provide clear, relevant and up-to-date information in a range of formats 
regarding the service and explaining the purpose and nature of planned examinations/procedures. The 
information should be sufficient to enable patients and their carers to make informed decisions about 
their care, reduce their anxiety and give them confidence in their examination/procedure. 
 
PE3 C1 - Systems in place to ensure that patients are able to discuss their examination/procedure 
options with an appropriate staff member  
 
PE3 C2 – Systems in place to enable patients to give or withhold informed consent for all 
examinations/procedures 
 
PE3C3 - Systems in place to arrange taking of consent from children and patients with particular needs 
for all examinations/procedures 
 
PE4 - The service should focus delivery on patients and their specific requirements. Due regard should 
be paid to differences in culture, religion, age and other factors, including vulnerability. 
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2 Do staff seek accessible ways to 

communicate with people when their 
protected equality or other characteristics 
make this necessary? 

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 
 
PE1 - The service should provide clear, relevant and up-to-date information in a range of formats 
regarding the service and explaining the purpose and nature of planned examinations/procedures. The 
information should be sufficient to enable patients and their carers to make informed decisions about 
their care, reduce their anxiety and give them confidence in their examination/procedure. 
 
PE3 C1 - Systems in place to ensure that patients are able to discuss their examination/procedure 
options with an appropriate staff member  
 
PE4 - The service should focus delivery on patients and their specific requirements. Due regard should 
be paid to differences in culture, religion, age and other factors, including vulnerability. 
 
FR1 C1 - Systems in place to ensure all areas used by the service meet the specific needs of the patient 
population (including children and those with particular needs) and staff 
 
FR4 C6 - Systems in place to ensure the service maintains competencies to address the requirements of 
patients, children, and those with particular needs 
 

3 How do staff make sure that people who 
use services and those close to them are 
able to find further information, including 
community and advocacy services, or ask 
questions about their care and treatment? 
How are they supported to access these? 

 

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 
 
PE1 - The service should provide clear, relevant and up-to-date information in a range of formats 
regarding the service and explaining the purpose and nature of planned examinations/procedures. The 
information should be sufficient to enable patients and their carers to make informed decisions about 
their care, reduce their anxiety and give them confidence in their examination/procedure. 
 
PE3 C1 - Systems in place to ensure that patients are able to discuss their examination/procedure 
options with an appropriate staff member  
 
PE4 - The service should focus delivery on patients and their specific requirements. Due regard should 
be paid to differences in culture, religion, age and other factors, including vulnerability. 
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4 
Are people empowered and supported, 
where necessary, to use and link with 
support networks and advocacy, so that it 
will have a positive impact on their health, 
care and wellbeing?  

PE1 - The service should provide clear, relevant and up-to-date information in a range of formats 
regarding the service and explaining the purpose and nature of planned examinations/procedures. The 
information should be sufficient to enable patients and their carers to make informed decisions about 
their care, reduce their anxiety and give them confidence in their examination/procedure. 
 
PE3 - The service should ensure that all patient groups and/or carers, as appropriate, are involved in 
decisions about their examinations or procedures. Valid, informed consent to 
examinations/procedures is central to patient involvement in their own care. 
 
PE4 C4 - Systems in place to ensure specific requirements of patients and carers are identified and 
responded to 
 
PE4 C2 - Systems in place to ensure appointments are available to meet patient needs and 
circumstances and co-ordinated with other appointments where possible 

5 Do staff routinely involve people who use 
services and close to them (including carers 
and dependants) in planning and making 
shared decisions about their care and 
treatment? Do people feel listened to, 
respected and have their views considered?  

PE3 - The service should ensure that all patient groups and/or carers, as appropriate, are involved in 
decisions about their examinations or procedures. Valid, informed consent to 
examinations/procedures is central to patient involvement in their own care. 
 
PE4 C4 - Systems in place to ensure specific requirements of patients and carers are identified and 
responded to 
 
PE5 - The service implements and monitors systems to ensure that patients and others are able to give 
feedback on their experience of the service.  
 

6 Are people’s carers, advocates and 
representatives, including family members 
and friends, identified, welcomed and 
treated as important partners in the 
delivery of care?  

 
PE2 C1 - Systems in place to encourage and support staff to be welcoming and to act with discretion 
and respect towards patients and carers 
PE3 - The service should ensure that all patient groups and/or carers, as appropriate, are involved in 
decisions about their examinations or procedures. Valid, informed consent to 
examinations/procedures is central to patient involvement in their own care. 
 
PE4 C1 - Systems in place to ensure that the service is accessible to all patients and carers 
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PE4 C4 - Systems in place to ensure specific requirements of patients and carers are identified and 
responded to 
 
PE5 - The service implements and monitors systems to ensure that patients and others are able to give 
feedback on their experience of the service.  
 

7 What emotional support and information is 
provided to those close to people who use 
services, including carers, family and 
dependants? 

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 

PE1 C2 - Systems in place to ensure that all patient groups and/or carers, as appropriate, are able to 
access information in relevant formats  
 
PE3 - The service should ensure that all patient groups and/or carers, as appropriate, are involved in 
decisions about their examinations or procedures. Valid, informed consent to 
examinations/procedures is central to patient involvement in their own care. 
 
PE4 C4 - Systems in place to ensure specific requirements of patients and carers are identified and 
responded to 
 

KLOE C3 How are people’s privacy and 
dignity respected and 
promoted?  

 

ISAS 

1 How does the service and staff make sure 
that people’s privacy and dignity needs are 
understood and always respected, 
including during physical or intimate care 
and examinations  

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 
 
PE1 - The service should provide clear, relevant and up-to-date information in a range of formats 
regarding the service and explaining the purpose and nature of planned examinations/procedures. The 
information should be sufficient to enable patients and their carers to make informed decisions about 
their care, reduce their anxiety and give them confidence in their examination/procedure. 
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PE3  C1 - Systems in place to ensure patients are able to discuss their examination/procedure options 
with an appropriate staff member 
 
PE2 - The service implements and monitors systems to ensure that the privacy, dignity and security of 
patients are respected throughout contact with the service.  
 
PE4 - The service should focus delivery on patients and their specific requirements. Due regard should 
be paid to differences in culture, religion, age and other factors, including vulnerability. 
 
PE5 C4 - Systems in place to ensure results of patient feedback and complaints are collated, analysed 
and findings disseminated, communicated to relevant parties and acted upon 
 
FR1 C1 - Systems in place to ensure all areas used by the service meet the specific needs of the patient 
population (including children and those with particular needs) and staff 
 

2 Do staff respond in a compassionate, timely 
and appropriate way when people 
experience physical pain, discomfort or 
emotional distress?  

PE3  C1 - Systems in place to ensure patients are able to discuss their examination/procedure options 
with an appropriate staff member 
 
PE4 - The service should focus delivery on patients and their specific requirements. Due regard should 
be paid to differences in culture, religion, age and other factors, including vulnerability. 
PE4 – The service implements and monitors systems to ensure that service delivery is patient focused. 

3 How are people assured that information 
about them is treated confidentially in a 
way that complies with the Data Protection 
Act and that staff support people to make 
and review choices about sharing their 
information?  

 

LM1 C9 - Systems in place to communicate to staff the need to meet the needs and requirements of 
users, as well as regulatory, professional and accreditation bodies 
 
LM2 C2 - Systems in place for a clearly defined audit programme for all processes  
 
CL3 - The service implements and monitors systems to ensure the clinical and technical quality of 
reports.  
 
CL6 - The service implements and monitors systems to manage clinical records. The service has a duty 
to manage, store and transfer all patient data in a secure manner to reflect statutory requirements and 
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maintain patient confidentiality whether transfers are internal or external (e.g. outsourced services) to 
the organisation. 
 
PE3 - The service should ensure that all patient groups and/or carers, as appropriate, are involved in 
decisions about their examinations or procedures. Valid, informed consent to 
examinations/procedures is central to patient involvement in their own care. 
 
PE4 C4 - Systems in place to ensure specific requirements of patients and carers are identified and 
responded to 
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