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Cora Health Group Limited provides community healthcare services including Community Musculoskeletal (MSK), Pain, Rheumatology, Diagnostic and Surgical services nationwide to both public and private sector customers. With our Head Office based in Newcastle upon Tyne. 

In 2025/26, Cora Health’s Quality Management System (QMS) has been extended to encompass all relevant Cora Health entities and is managed as a single, integrated system at a national level to ensure consistency, standardisation, and shared learning across all services.

We are committed to improving the quality of life for those who use our services and the communities we serve.
Quality is central to achieving this mission. The safety, effectiveness and experience of care are fundamental measures of organisational performance and underpin all service delivery.

We are committed to:
· Delivering services that consistently meet and exceed the expectations of service users, commissioners and stakeholders
· Ensuring compliance with statutory, regulatory and contractual requirements
· Embedding a culture of continuous improvement, learning and innovation
· Monitoring outcomes and using evidence to drive improvement in clinical and operational performance

Cora Health maintains a robust Quality Management System that conforms to the requirements of ISO 9001:2015 and provides a structured framework for governance, assurance and improvement.
Our mission is to re-imagine healthcare for people to thrive. We strive to enhance the quality of life of those who use our services and the communities we service.  Therefore, the quality and effectiveness of our services is a key objective and measure of performance. We aim to provide our customers with services which meet and exceed their expectations. We are committed to continuous improvement and have an established Quality Management System which provides a framework for measuring and improving our performance. Cora Health complies with all requirements of the ISO9001 Standard.

Our Quality Management System is designed to ensure effective control, assurance and improvement across all areas of the organisation. It is underpinned by:
· Clear governance structures with defined roles and accountability
· Standardised policies and procedures accessible via PolicyStat
· Risk-based thinking embedded across all operational processes
· Defined quality objectives aligned to organisational strategy
· Structured oversight through Executive, Board and Committee frameworks

The QMS operates as a single integrated system across all Cora Health services, ensuring consistency in standards while allowing for service-specific requirements where appropriate.
To support delivery of high-quality, safe and effective services, we maintain the following core systems and processes:

Customer and Stakeholder Feedback
· Continuous collection and analysis of feedback from service users, commissioners and stakeholders
· Use of insight to inform service redesign and improvement
Complaints and Concerns Management
· A formal complaints process aligned to NHS and Parliamentary and Health Service Ombudsman (PHSO) standards
· Structured investigation, response, and organisational learning
Workforce and Supplier Assurance
· Robust recruitment, selection and performance management of colleagues
· Ongoing competency assessment, appraisal and professional development
· Monitoring and assurance of suppliers against defined quality and performance criteria
Training and Competence
· Defined training frameworks to ensure staff are competent and supported in delivering high-quality care
Audit and Clinical Effectiveness
· Planned programme of internal audits, clinical audits and service reviews







· Monitoring of compliance, effectiveness and improvement actions

Quality Objectives and Performance Monitoring
· Annual quality objectives set by the Executive Management Team and aligned to strategic priorities
· Regular reporting through governance forums and Board oversight
Risk Management
· Formal processes for identification, assessment and management of risk
· Integration of risk management within operational and strategic decision-making
Management Review and Governance Oversight
· Regular review of QMS performance through formal management review processes and governance committees
· Evaluation of audit findings, feedback, performance data and improvement initiatives
Continuous Improvement
· Structured approach to learning from incidents, complaints, audits and feedback
· Application of “lessons learned” to embed sustainable improvement across services

These arrangements reflect established organisational systems for customer feedback, audit, risk management and continuous improvement within the QMS. 

All QMS policies, procedures and guidance are:
· Maintained within the organisational Quality System (PolicyStat)
· Subject to regular review to ensure continued relevance and compliance
· Accessible to colleagues across the organisation
· Supported by appropriate training, guidance and oversight

This Quality Management Statement is publicly available to colleagues and can be provided to service users and external stakeholders on request.

The Chief Executive Officer retains overall accountability for quality and the effectiveness of the Quality Management System.

Operational oversight and assurance are led by the Head of Integrated Governance, who is responsible for monitoring compliance, reporting performance, and supporting continuous improvement across the organisation.

All colleagues have a responsibility to:
· Comply with organisational policies and procedures
· Deliver safe, effective and person-centred care
· Contribute to quality improvement and organisational learning

Quality is a shared responsibility and is embedded at every level of the organisation.
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