
Listening at every level
Human at every level



Listening at every level
Each level hears something different — and each level carries a different responsibility.

1 Person / family What happened to me?

2 Front line team What does this say about our 
daily practice?

3 Organisation What pattern are we seeing 
across services?

4 System What barriers keep repeating 
across boundaries?

5 National policy What must change in design, 
workforce, funding or 
standards?

The policy challenge
Too often, information loses texture 
as it travels upward.

By the time a lived experience 
reaches national level, it can 
become a metric, a category, or a 
trend line.

Our job is to preserve meaning as 
we scale learning.



Listening will only lead to 
change if our systems know 
how to listen… really listen



Not really listening…. Not really learning…
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2024                  Infected Blood Inquiry

10. One of the most striking aspects of the 
evidence has been a failure adequately to listen 
to patients and to hear what they wanted, 
rather than assume the “listener” already knew.





A Servant not a Master!
Ask three questions:

1 Does it deepen attention?
Does it help us notice what matters 
more clearly?

2 Does it strengthen relationship?
Does it create more attunement and 
trust between people?

3 Does it illuminate reality?
Does it bring us closer to what care 
actually feels like?



ACTUAL reality
REAL intelligence
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