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Patient Safety Commissioner role

• To promote patient safety in relation to medicines and 
medical devices

• To promote the value of listening to patients



PSC Strategy

• Align the healthcare 
culture

• Patient voice in the 
design and delivery of 
healthcare



PSC Strategy



Martha Mills



A whole system approach



Martha’s Rule - the plan

Patients have access to same escalation route

24/7 escalation route to CCOT for staff 

Structured approach to listening 
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This is 
Martha’s 

Rule



Martha’s Rule

Safer for all

Safer for staff

Safer for patients



Martha’s Rule as a paradigm shift



Listening thermometer
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Exploring the sociocultural contexts in which healthcare staff respond to and use online patient feedback in practice: In-depth case studies of three NHS Trusts - Lauren Ramsey, Rebecca Lawton, 
Laura Sheard, Jane O’Hara, 2022 (sagepub.com)

Listen to patients, be curious, develop and trust your 
instinct

https://journals.sagepub.com/doi/10.1177/20552076221129085#bibr53-20552076221129085


What’s needed

Leadership

Listening

Partnership
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Website:  www.patientsafetycommissioner.org.uk

Twitter/X: @PSCommissioner

Email: Commissioner@PatientSafetyCommissioner.org.uk

13

mailto:Commissioner@PatientSafetyCommissioner.org.uk

