
The Kindness Collaborative 

#bekindtoeachother 



Why? 

 
 



Local Context 
• In the Picker Staff Survey Results for 2018, Pennine Acute scored below national average 

on the following questions:  

 

• I receive the respect I deserve from my colleagues at work  

• Relationships at work are strained  

• In the last 12 months how many times have you personally experienced harassment, 
bullying or abuse at work from managers  

• In the last 12 months how many times have you personally experienced harassment, 
bullying or abuse at work from other colleagues  

 

At Oldham  

 

• Observed behaviours 

 

• Winter Pressures  

 

• Capacity constraints  



We are not alone 

Oldham Care Organisation is not unique in wanting to look 

at civility as a key issue.  

 

Christine Porath, an expert in the field states:  

 

“For those who think consistent civility is an extravagance: 

just one habitually offensive employee critically positioned 

in your organisation can cost you dearly in lost employees, 

lost customers, and lost productivity”.  
 



Extrinsic Influences  

 
 



Extrinsic Influences  
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Extrinsic Influences  

 
 



Our approach 

 
 



Kindness Collaborative Driver Diagram 

To improve 
baseline 

scores on 4 
key ‘Kindness’ 
metrics from 

the staff 
survey by 6th 

December 
2019 

 
 
 
 

• Managing yourself - setting the tone, being aware of your 
own actions and how you come across to others  

• Model good behaviour – . One way to help create a culture 
of respect and bring out your employees’ best is to express 
appreciation.  

• Ask for feedback – you may need a reality check from 
people who you work with.  

• Pay attention to your progress 
 

 

 
 

 
 
 

 
• Tackle the 5 Dysfunctions of a Team  
• Teach civility – in many examples, managers and 

employees don’t understand what it means to be civil. It 
can be learned on the job through role playing and 
coaching as one technique.  

• Create group norms.– start a dialogue with your team 
about expectations.  

• Recognise “good” behaviour &address “bad” behaviour in 
real time  

• Conduct post departure interviews – organisational 
memory fades quickly. It’s crucial, therefore, to gather 
information from and reflect on the experiences and 
reactions of employees who leave because of incivility.  
 
 
 
 

 
• Develop and implement an outward mindset  
• Never walk past a problem & give feedback in the moment  
• Speak human to human - even in the most contentious 

discussions, the other party is just  like you and aims to walk 
away happy 

• Take time to get to know each other  
• Create and protect Psychological Safety  
• Resolve conflict effectively and promote “collective 

restoration” 
 
 

Self  

Intra Team 

Inter Team  



Work FAST not SMART 

 
 



The Importance of “Self”  

 
 

Things to reflect on;  

 

- How we behave towards each other matters 

- It can encourage and lift others up  

- It can suppress and keep others down 

 

 

 

 

 

 

 

• The importance of self-compassion 

 
 
 
 

• Managing yourself - setting the tone, being aware of your 
own actions and how you come across to others  

• Model good behaviour – . One way to help create a culture 
of respect and bring out your employees’ best is to express 
appreciation.  

• Ask for feedback – you may need a reality check from 
people who you work with.  

• Pay attention to your progress 
 

 

 
 



A word about emails 

 
 



The Importance of Teams  

 
 

Michael West, a Senior Fellow at the Kings Fund and Professor or Work and 

Organisational Psychology at Lancaster University reaffirms  

 

“We already know there is good evidence that high levels of staff engagement 

improve quality of care.  

New findings show that increasing levels of staff engagement will improve 

quality of care and save money. NHS staff are highly motivated and skilled and 

require the freedom to innovate and improve their work without being 

excessively controlled and inhibited by unnecessary bureaucracy, hierarchy 

and rigidity.  

NHS organisations must develop collective leadership, where everyone feels 

they have leadership responsibility and there is shared leadership in teams. 

The voices of all staff need to be heard and valued, so staff can feel they are 

influential and able to contribute to effective decision-making and innovation.”  

 



Real Teams Vs Pseudo Teams 

 
 

REAL TEAM 
A group of people working together in an 
organisation who  

PSEUDO TEAM 
A group of people working within an 
organisation who 

- Are recognised as a team  - Call themselves or are called a team  

- Are committed to achieving team level 
objectives upon which they agree 

- Have differing accounts of team 
objectives  

- work closely and interdependently to 
achieve the objectives 

- Have tasks that require lone or silo 
working toward disparate goals 

- Have members who are clear about 
their roles and have the autonomy to 
carry them out  

- Have permeable team boundaries with 
uncertainty over team membership  

- Communicate regularly as a team in 
order to regulate team processes  

- Might meet to share information but 
without shared efforts to innovate  



The Importance of Teams  

 
 



The Importance of Teams  

 
 

 
 
 

 
• Tackle the 5 Dysfunctions of a Team  
• Teach civility – in many examples, managers and 

employees don’t understand what it means to be civil. It 
can be learned on the job through role playing and 
coaching as one technique.  

• Create group norms.– start a dialogue with your team 
about expectations.  

• Recognise “good” behaviour &address “bad” behaviour in 
real time  

• Conduct post departure interviews – organisational 
memory fades quickly. It’s crucial, therefore, to gather 
information from and reflect on the experiences and 
reactions of employees who leave because of incivility.  
 
 
 
 



The Importance of Relationships   

 
 

 
• Develop and implement an outward mindset  
• Never walk past a problem & give feedback in the 

moment  
• Speak human to human - even in the most contentious 

discussions, the other party is just  like you and aims to 
walk away happy 

• Take time to get to know each other  
• Create and protect Psychological Safety  
• Resolve conflict effectively and promote “collective 

restoration” 
 
 



15s 30m 

 
 

What is a 15s30m Mission? 
We all know across organisations that 
trying to make a task as efficient as 
possible in one area can actually add 
time to someone further down the line.  
 
The people who know how to make the 
patient journey less frustrating are those 
on the front line.  
 
Often it can be difficult to know how to 
make the little changes you know can 
make a big difference. 



Breakthrough series  



Testing Kindness  



Phase 1 Change Package 

Change #1 - Collective Restoration 

Change #2 – Create Group Norms 

Change #3 – Recruitment & Retention 

Change #4 – Take time to get each 
other 

Change #5 – Developing Real Teams 

Change #6 – Developing an Outward  

Mindset 

 

 

  

 

 

 



Measuring Kindness 
 

 

To provide a baseline for our Kindness Collaborative we asked our participants in our 1st 

learning session to provide us with answers to the same 4 questions. We received 50 

responses and our intention is to track this at each learning session.   

 

Attendees were mainly operational and clinical managers from across the care 

organisation, corporate services and Diagnostic & Pharmacy services based at ROH site 

mostly Band 7 to Band 9. 

 

We were also joined by colleagues from PCFT who transferred into the NCA in July.  

 

Results were surprising.  

 

 

 



Kindness Questionnaire 
 

 

 

 

 



Kindness Questionnaire 
 

 

 

 

 



Phase 1 Measurement Headlines 
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Picker Staff Survey results for OCO 
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Picker Staff Survey results for OCO 
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• A Kindness Collaborative is currently being design to be launched at 

Salford Care Organisation in April 2020 

 

• Bury and Rochdale Care Organisation are also planning to launch 

their own Kindness Collaborative later in the year 

 

• Oldham Care Organisation is in the process of working up a new 

driver diagram that aims to capture the work that needs to be done to 

make Kindness daily business 

The future of Kindness 



Next Steps 
Oldham’s Phase 1 finished in December 2019 with a celebration 

event.  

 

Some of our key questions for Phase 2 are;  

 

• How do we move to “Kind at all times” and move away from an initiative?  

• Where would “kind at all times” grind up against everyday work and statutory 

requirements – SOF, Assurance, Governance?  

• How do we make this work ‘Pioneering’ and ‘Connected’? 

• How do we look to spread and scale bearing in mind different start points 

and cultural baselines?  

• How could we brand the work and make it a real vehicle to improve People 

Experience? 

 

 



 
 


