
Find the 3%: 
meet Mandy Carney, Head of 
Patient Flow at Yeovil Hospital
• “Knows everyone in the 

hospital”
• “Everyone follows Mandy 

on Facebook”
• The go-to person for 

advice
• Mandy makes sense of 

things and reduces 
ambiguity for people

• Mandy presents her own 
monthly award “the 
Carney cup”



The 3% rule also appears true for social 
media

Source:  research by  Graham MacKenzie using NodeXL

In health and 
healthcare globally, 
tweets by 3.3% of 

tweeters accounted 
for 85% of retweets



The powerful medical 
“superconnectors”

Source: NodeXL analysis: 



Most of the 3% are NOT the formal 
leaders

Formal leaders typically make up 12% of 
an organisation and drive conversations 

with 55% of other people 

Source: Innovisor



As senior leaders, we are less influential 
than we think

If we want to get the same level of influence  
through top down change as the 3% get, we 

need four times more people

Source : Jeppe Hansgaard



Source: Jason Leitch and Derek Feeley



3 BIG ideas: 
to create system change

#3



#Three: Focus on structure AND agency



The predominant approach in recent years has been STRUCTURE
but globally there is a big shift towards  AGENCY

The design dilemma at the heart of change

Restructuring
Performance goals
Compliance
Regulation 
Competition
Programme 
Management
Incentive systems

Activation
Ability to make choices

Capability
Leaders everywhere

Social action
Solidarity

Social movements







“Because we want to, not because we have to”





1. Investors vs buyers / framing
2. New power vs old power
3. Agency vs Structure



1. Investors not buyers / framing
• Palliative care is synonymous with EOL/death
• To improve the end, you have to improve the beginning
• Do not want to prepare for death, but want to prepare for journey ahead

2. New power not old power
• Bereaved caregivers have a lot of useful advice, but have not been asked

3. Agency over Structure
• Focus attention on training clinicians, but not on patients and families
• Caregivers as future change agents ; grey tsunami  grey army







How does this apply 
to your work?: 
3 practical tips



How does this apply 
to your work?:

#1



Design Thinking / Co-Design



Collaborative innovation methods (“at the edge”) are 
outpacing traditional R&D

Source: PWC Innovation benchmarking survey



How does this apply 
to your work?:

#2


