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Learning Objectives rl/<

At the end of this session, participants will be able to:

« Think differently about kindness, and have a clear understanding as to why it is so central to quality and
safety in healthcare

* Feel mobilised and equipped to act as role models and advocates for kindness within their teams,
organisations and healthcare systems

* Have ideas, methods and tools which they can use to test to grow a culture of kindness in their work

* Have the opportunity to join a movement for kindness emerging from the forum
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The only way to be
truly happy is to
make others happy , ,

William Carlos Williams, American
pediatrician and poet

Brought to you by: Hamad Healthcare Quality Institute



Think of an example when
someone was kind to you at
work.

What happened and how did
you feel?

3 Institute for
H et Brought to you by: Hamad Healthcare Quality Institute



Kindness in Healthcare

HOW DO YOU FEEL WHEN ¥OU SEE AN IMAGE
THAT SHOWS KINDNESS AND CONNECTION?
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“We must strive to cultivate
feelings of kindness, compassion,
and love for others, viewing our
fellow human beings as brothers
and sisters, regardless of their race,
nationality or religion. A warm
heart can bring joy to our own lives
and to the lives of those around

us:..”
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Kindness, compassion and kinship
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Domains of quality for a new era

Lachman P, Batalden P and Vanhaecht K. PERSON CENTERED

A multidimensional quality model: an
opportunity for patients, their kin,
healthcare providers and professionals to
coproduce health

doi: 10.12688/f1000research.26368.3

TRANSPARENCY

KINDNESS

ACCESSIBLE
and
TIMELY

In Collaboration with
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Learning from others:
Theories, practical experience & evidence
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Kindness: an underrated currency

auhllagn
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Editorials » Christmas 2019: Shiny Happy People
Kindness: an underrated currency

BM] 2019 ;367 doi: https://doi.org/10.1136/bmj 16099 (Published 16 December 2019)
Cite this as: BM/ 201936716099

Article Related content Metrics Responses

RE Kiaber, consultant paediatrician 1, 5 Bailey. director of leadership and organisational development 2

Author affiliations v

Cultivation of kindness is a valuable part of the business of healthcare

When we reflect on the past decade, it feels as if we have made a big mistake in healthcare. We have allowed the
dominant narrative to be around money, taking the focus, energy, and leadership away from cur core purpose of
delivering the best care possible. Balancing the books is important, especially in a tax funded system, and we have a
duty te drive value for every pound we spemd—but meney is not the mostimportant thing.

Purpose and meaning

One of the most enduring leadership steries from the 20th century is US President John F Kennedy's encounter
with a janitor when he first visited the NASA space centre. When the president casually asked him what he did for
NASA, the janitor replied, "I'm helping put a man on the moon.” This story tells you everything you need to know

Inst11 about purpose and meaning in work. While putting a man on the moen is clearly an exciting mission, in healthcare
Healt.iva: o W have an even hetter ane—rtno imnrove health and wellheine—rthat is ar the rgr? of ImFTN and i ahout
Improvement roug
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Attentitiveness

directs enables

INTELLIGENT

promotes

Attunement

builds

reforming the culture of healthcare

Kinship

Whole proces
reinforces

conditions for
kinship/kindness

John Ballatt & Pene Campling
- one Better outcomes

Therapeutic alliance

produces
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Role of kindness in cancer care — Len Berry et al
Six types of kindness were identified:

1.
2.
3.

o

deep listening
clear empathy

generous acts of discretionary effort that go beyond what

patients and families expect

timely care that reduces stress and anxiety
gentle honesty in discussions and conversations
thoughtful support for families and carers.
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Compassionate leadership for compassio

Understanding=Sharet Understan
Empathising 3t F
Helping: taking intelligemiaction to serve or help
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Psychological safety

Google’s Project Aristotle
2 years, 180 teams & 37,000 employees

* Team members can see and feel that their work
matters & leads to change

* Work is personally important to team members

Structure & Clarity

* Team members have clear roles, and their work has
clear aims, measures and plans

Dependability

* Team members deliver high quality work

Psychological Safety

* Team members feel safe to take risks and to be
vulnerable in front of each other

the
CaflCSS .
L ganlzatlon

Creating Psychological Safety in the
Workplace for Learning
Innovation, and Growth

Amy C. Edmondson

HARVARD BUSINESS SCHODDIL
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Kindness lessons in healthcare
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To reconnect healthcare
with its mission &
purpose
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Mission / Purpose / Meaning
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Why did you choose
a job or career in
health care ?
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PATIENT . ENCOUNTER 2 STAFF

40% 40% 40%

Unsustainable Screen time Burnt out
treatment \
b

Tran VT et al. Mayo Clin Sinsky Cf;t al. Ann Intern Med Shanafelt TD et al. Mayo
Proc 2019; 95: 504-12 2016 165: 753-760 Clin Proc 2022;
Singh Ospina N et al. J Gen Intern hitps://doi.org/10.1016/j.m
Med 2019; 34: 36-40 ayocp.2022.09.002
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Leadership for careful and kind care

Dominigue Allweod, ™ Sreenivas Koka,”*

The fandamencal rale of haalthcars arganisatiars
supht 1o be 1o care for patients. The cire of patieans
is o buman actvity by which people witk the capacity
to care oot respond well, with compassion
znd vompetence, to people who seek this care.' This
arricle dascribes haw, insraad, healthzare has induos
trialised carg; wnl\ care depr nix\i care has heonme
tramsactional, [t bas overwhelmed the cpacity
of both the pwp.c calied to care and those that
receive care, and has rendered care ansuszainakle.’
We propase chat Jeaders can rescore care by 'm'mre
their arganisatiaons away from indusmial heakth
e and asserting thelr organsssbon's purpase Lo
vnact careful and kind care. Thas article desceibes
that turning away and invites healthcare leaders wo
pipaeer it fram within cheir arganisations. Firss, we
sxplain rhe pathologies of care and an alrerrative o
them, and then what Jeaders mighr do 1o rurn rthis
NCW SLEALGEY 11 #tion

THE INDUSTRIALISATION OF HEALTHCARE AND
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Ryan Armoruster,* Victor Montori**

Care plans bacame camplex and Birdensomie as
llv-\ are assembled in unceardivated fashan from
all of the tl;uwxa recommendad for patcnts with
tbn .mJ that diagnosss; chis is particulasly uu«.
for pruple with multiple caronic cordizons.'
Waiting, and the celegaton of baring and unim
portanr administrative and medical errands ro
pavents ad careprees, add o the work of beang,
a patient, wasting scarce time, energy and attention
ot patients and caregivers. ” Nearly 4093 of patients
living with angning chronic conditions, noe ot
the largest and growing groups seeking healch
care, repart feeling overwheimed by the demands
of beslthcare,”™ When overwhelinad, paticas and
carcgvers implement care plans with poor Gdelity
whaxh seduces healtheare vHectiveness and wastes
precious respurces,

As parients are pracessed through the system,
professionals warkivg o healibaare in general, and
clazcams (We use the term ‘cloan' w rofer o
any health care protessional—ug, oumse, paysicaan.,
theraoise—with che ijege ut the




How kindness & reconnecting with our mission
willimprove patient and population outcomes

)

et (i)

" More joy
purpose & | |
meaning | n work

N

Improved patient & population outcomes

Grﬂm
compassion, |

understanding
& ampathy
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Strategies and actions to promote kindness
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Kindness Bundle

Opening and closing interactions with patients in a structured way
Warm personal introduction
“What would you like me to calf you?”

Shared decision making

“What matters to you?”
“What about today? What would make today a good day?”

Warm close-out
“Is there something we can do to make you more comfortable?”
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what
matters
to you?

In Collaboration with
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“How long have you lived in San Francisco?”
“Where did you come from?”

“When did you come?”

“Have you ever been in the hospital before?”
“How did that happen?”

“A trunk? What kind of trunk?”

“How did that happen?”

“The boat? Why?”

“Oh! What was the name of the boat?”

Fitzgerald, Faith T., MD. "On Being a Doctor: Curiosity." Annals of Internal Medicine 130.1 (1999): 70-72.

“Years and years”
“Ireland”

ll1912"

“Once, for a broken arm”

“A trunk fell on it”

“A steamer trunk”

“The boat lurched”

“It hit the iceberg”

“The Titanic”



Our values and behaviours
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Hamad Medical Corporation

Kind We are considerate and thoughtful so everyone
feels valued, respected and included

Love to see

* Always go out of your way

* Proactively offer help and
support to patients, visitors
and colleagues; ‘go the extra
mile’ for others

* Make time to actively listen
and respond, even when
busy; tailor your approach
to the individual and 'listen
with fascination’

» Help others to challenge
unkind or disrespectful
behaviour and to understand
its impact

* Understand and respond
to the diverse needs of
patients, visitors and
colleagues - show you value
their time

to make others feel welcome

Expect to see

* Make eye contact, smile,
and introduce yourself

* Help patients, visitors or
colleagues who seem lost or
confused; if you can't help,
find someone who can

* Listen to others attentively
and with patience; show

empathy

 Constructively challenge
unkind or disrespectful
behaviour

« Treat everyone as an equal
and a valued individual;
see things from others’
points of view

Don’t want to see

* Ignore or avoid others;
appear unapproachable,
rude, abrupt or moody

* Make others feel they are
a burden; be unhelpful;
ignore visitors who are lost

* Appear disinterested,
distracted or dismissive;
talk over others

* Condone or ignore
disrespectful or unkind
behaviour in others; fail
to challenge it directly
or indirectly

* lgnore others’ feelings or
needs; make others feel
bullied, excluded, belittied

of judged ire Quality Institute
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* Monthly call on 3" Thursday of the month [6-7pm GMT]
* Listening, learning, thinking differently and mobilising for action
* Sharing of resources, energy and ideas
* Everyone very welcome

The sessions are taclizated B convened By:
Bob Klsber, impensl College Meattcoare NS Trust, England
Maurewn lhqnm Invttute for Mesithcare imgrovement (1M1 USA
Gabrielle Mathews, Youth £apert Advnor, NHS England asd NMS improvemaent; England
Jomes Meuntieed, Royal Free NHS Foundaten Trust; Englana
Suzie Bailey, The Kisgs Fund. Englend
Gdran Henrins, Region Mokdpng. Sweoen
Aneate Nllsson, Region |onkiping, Sweden
Domisique Allwood, Heslth Foundation & Imperat Collepe Meakhcars NS Trust, Ingland
Cath Crock, Royw! Crikdren’s Nosptal MeBowne E Muh Foundstion, Australie
Nicki Mackim, Univeruty of Auckiend, New Zesland

_lality Institute



Contributors from 31 countries so far

Denmark, Saudi Arabia, Norway, Singapore, Englang, Faroe Islands, faly, USA, Scotiand, Canada, Northern irefand, iredand,
Sweden, Belgium, Netherlands, keland. Australia, Wales, Germany, Hong Kong, Spain, Slovenia, Malta, Brazil, Philippines, New
Zealand, Portugal, Switzerland, China
Vith sesmons facitated by Bos Kisber (Nov 200 Anetts Nisson, Goran Hearks & Shane Carmichasl (Dec), Lydia Pans. Ben Thuman & Jo Vigor (an). James Mountiord. Maureen
Bisogrono & Viseke Rischal (Fab)l Brgid Russsl & Charke Jonss (March). Jo Moore & Susan Edgman-Lewtan (Apnll. Dawd Fryburg (May). Len Bamy (June). Jobn Balatt (k) Meg
Moorman (Augl Bob Klaber (Segt), WMTY team [Oct). Npsl Achasan (Nov). Pau Batdden (Dec). Smon Anderson Han), Chns Tumer [Fel), Nicki Mackin (March) Anra Hatchad & Faz

Chharmwada (Apnl). Motk Doughty & Simon Newtt (May). Bob Klaber (unel Maurean Bisognano (ulyd, Victor Momton & Dom Allwood (Aug), Gifon Sandstrom & Roba Banenes (Sept)
Cath Crock. Sue Robns. Nicki Mackin |Oct) Masreen Bisograno & Gaby Matthews (Nov). 6 groups [Dec). John Balstt, Kate Pryde. Paul Bstaiden (Jtan)
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In Collabora!

27 months into the conversation — some of the

key themes that have emerged include:

Kindness is a choice
of action we can all
take, role model &

But what is more
important — kKind
intent, or the

Growing evidence of
the biological &
psychological impact

lead for outcome of of kindness
kindness?
More work is needed Leading with Systematically

to evidence the direct
impact of kindness
on quality, safety,

equity

kindness needs to be
central in work to
reduce staff burnout

challenging
unkindness (and
exploring why) is a
crucial role of leaders

Kindness is a cycle -
being kind stimulates
more kindness

Small acts of
kindness can have a
big impact

Make kindness your
starting point — and
everything else
follows

If you would like to join the conversation, please email: Dominique.allwood1@nhs.net

Institute for
Healthcare
Improvement
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What can you do/are you
doing with your patients,
your team, your
organisation to better
promote kindness?

Brought to you by: Hamad Healthcare Quality Institute



Carry out a random act of

kindness with no expectations

of reward, safe in the

knowledge that one day,

someone might do the same for , ,
you

Diana, Princess of Wales
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Reach list
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MS. JANE H. DOE
40 THEATRE STREET
SUN CITY, AZ 85351
USA

MS. REBECCA SMITH
123 MAIN STREET
ANCHORAGE, AK 99501
UsSA
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Key the theories, practical ex
evidence of kindness in healt
Leadership in promoting a cu
kindness In healthcare
Strategies and actions that can be
undertaken to improve kindness
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Thank you
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