


Contents
Overview of the Welsh Ambulance Service (WAST)		Page 2
1.0 Introduction - What Culture is and why it is Important?	Page 2
1.1 Deciphering Culture						Page 3
2.0 Culture as Climate and Work Systems			Page 6
3.0 Culture as Patterns and Norms				Page 7
3.1 Cultural Analysis of Integrated Care				Page 9
3.2 Situation								Page 9
3.3 Background							Page 10
3.4 Analysis								Page 11
4.0 Culture as Values 						Page 13
4.1 Culture and Motivation						Page 15
5.0 Culture as Identity 						Page 17
5.1 Engagement through Employee Voice			Page 17
5.2 The Link Between Wellbeing and Performance		Page 18
6.0 Conclusions and Recommendations				Page 19
Appendix One
References

Fig 1. Schein’s Iceberg Model of Culture				Page 5
Fig 2. Hofstede Cultural Dimensions				Page 5
Fig 3. Ulrich Cultural Waves					Page 6
Fig 4. Multilevel Model of Culture					Page 8
Fig 5. Tuckman Model 						Page 12
Fig 6. Maslow’s Hierarchy of Needs				Page 17
Fig 7. Six Building Blocks for a Highly Engaged Workforce	Page 19

Glossary
CIPD 				Chartered Institute of Personnel and Development
EAP 				Employee Assistance Programme
IC  				Integrated Care
ISO 9001:2015 		International Organization for Standardization
LM				Line Manager
OC				Organisational Culture
OCL				Organisational Climate
ODP				Organisation Development Practitioner 
OCI				Organisational Culture Inventory		
PP 				People Professional
PADR 			Performance Appraisal and Development
QIP				Quality Improvement Plan
R&R				Respect and Resolution
WAG				Welsh Assembly Government
WAST				Welsh Ambulance Service







 






1.0 Introduction - What Culture is and why it is Important?

 This paper explores the importance of a positive  culture, employee engagement and behaviours, and its impact on performance of its people and the organisation.

Gallup (2023) simply defines culture as “how we do things around here”, something defined earlier by Balogun & Johnson (2004). There are multiple definitions of what organisational culture is (OC), by defining what OC means is vital to the organisation as its people and processes are, if it is not defined then it is hard to change (Gifford & Wietrak, 2022, Sreekumaran Nair, 2021).

A study by Kuo &Tsai (2019) considered culture as originating in anthropology, grounded with organisational behaviour finding that it is significant in an organisations success and performance which will be explored throughout this paper.

Gifford & Wietrak (2022) approach OC differently by  offering organisational climate (OCL) as a way to positively influence its people, practices, and procedures in supporting organisational success. Neither are interchangeable, climate is more specific dealing with behaviours, perceptions and how procedures, policies and practices are experienced, ‘lived’ by employees (Sneider et al, 2014, Young, 2020). 

Taking the cultural climate approach is how leadership, team dynamics, job design and WAST/ NHS Wales policies will shape culture (Gifford & Wietrak, 2022), though 
these four drivers must align with people analytics (CIPD, 2022) and quality indicators (WAST, 2021, 2022) to drive performance.

Whichever way OC is approached, it is as important to factor in the culture required for maximising the value based performance of our people and the culture needed for any change (Onday, 2016).  Deciphering and analysing culture and what that means for WAST will be discussed with recommendations on improvement based on an analysis of a subcultural climate identified through internal analytics and observational references. By analysing the interaction and impact of policies on employee behaviours and engagement, climate is measurable way to a positive workplace (Young, 2020)  

1.1 Deciphering Culture
A literature review identified two approaches to what culture is, the first considers each organisation as unique with the culture shaped by internal factors, conceptual and complex, examples being the values held by the c-suite (Berson et al, 2008), a cultural leadership model proposed by Blattner and Walter, 2015) and Schein (1985) see fig 1. This approach has its limitations when external to the organisation macro climates also influence culture, termed ‘ Global Positioning System’ by Gallup (2023).
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Fig. 1 Adapted from https://walldesigntr.blogspot.com/2021/05/schein-iceberg-model-of-culture.html.

The second covers contextual positioning considered by Adams and Straw (2017 p.6) as the ‘power of context’ that sits at many levels including individual, global, industry and organisation. This is conceptualised by Hofstede (1980) as 12 cultural dimensions, see fig. 2.
Fig. 2. Source; 1.5: Taxonomies of Cultural Patterns - Social Sci LibreTexts by Unknown Author is licensed under CC BY-SA-NC

Kroeber and Kluckholn (1952) distinguished 164 different definitions of culture. A more recent analysis by Liddle (2021) addresses work by Ulrich et al (2012) reimagined by Ulrich (2022)  that a culture evolves in four phases, see Fig. 3;

· Culture as Climate and Work Systems 
· Culture as Patterns and Norms
· Culture as Values
· Culture as Identity
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Fig. 3. Cultural Waves. Adapted from Ulrich (2022).

Each of these four phases will be discussed in this paper and how they impact WAST and performance of its people and functions by considering each element as a construct within Integrated Care and not as a process of evolution by offering a wider lens on organisational behaviour and performance.



2.0 Culture as Climate and Work Systems
Lewin (1951) introduced climate as a theoretical concept in change management theory whereas much later Schneider et al (2000) classed culture and climate as complimenting each other, though Ostroff (2013) classes climate as more immediate which is key for how it impacts performance, both short and long term. Schein & Schein (2017) consider climate as an artifact of culture though often as a separate portent. 

When analysing the culture in WAST, the visible ‘artefacts’ such as behaviours measured by metrics such sickness rates, attrition rates and management tasks such PADR and 121 coaching conversations can be reliable indicators, a temperature check on climate whilst analysis of culture can help explain why these statistics are prevalent (Schein, 2000, Schneider et al 2000). 

When considering an organisations cultural climate, each will be unique to itself as a macro culture and within where there are micro cultures, where the importance lies is in how it impacts decisions, change, planning and results expected (Himonas, 2019). 

This is important for the analysis of a subculture in IC and how its operational success is dependent on inclusion and diversity amongst its people that creates value and cultural climate as it is the "shared characteristics among people within the same organisation that create its culture." (Young, 2020). 



3.0 Culture as Patterns and Norms
There are multiple ways to define and explore what culture is in organisations, according to Riaz (2020), Hofstede (1980) Cultural Dimensions Model is dominant in theoretical models used to define a culture. Schein (1992) is the model used in this paper to evaluate the culture in WAST with a contrast of Hofstede and reference to Handy (2020) in section 5.1.

A further in-depth analysis would require a more heuristic model such as the one proposed by Ostreff et al (2013) that includes cultural climate (see Fig. 4 ) which would be a wider and more complex project across the wider organisation though one that is advocated by Gifford & Wietrak (2022) as climate relates to ‘live’ behaviours, employee experience and is easier to change or create. 
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Fig. 4. Adapted from Ostroff et al (2013).

When considering a model to analyse the culture in WAST Gifford & Wietrak (2022) challenges the assumption that the current models of culture such as Hofstede and Schein are not evidence based having not stood the test of scientific studies for validity. They are however widely used as part of a suite of tools used by people professional (PP) and Organisational Development Practitioners (ODP), culture and behaviour is a core knowledge of CIPD Professional Map and important for (PP) to think systemically in aligning elements of the organisation to maximise its performance, working with key stakeholders and the trust board to evaluate the current climate, assess gaps and implement a plan (CIPD, 2021a).

When considering Schein (1985) or Hofstede (1990) it was important to first observe the micro or subculture of one directorate for the purposes of this paper, Integrated Care (IC). WAST is a vast organisation with a trust wide aspired cultural DNA (WAST, 2021). However it is the microcultures that appear to identify where these are not being experienced and where this analysis is focused (WAST, 2021). 

Hofstede (1990) defines culture as ‘the collective programming of the mind which distinguishes the members of one group or category of people from another’ (Hofstede, 1991, p. 5), cited in Schjerven (2016). 

Schein’s model (see fig.2.) captures culture as an iceberg, with artifacts such as observed behaviours, the deeper hidden layers of the iceberg is the cultural DNA (Schein &Schein, 2017). See appendix 1 for an observational tool used to analyse the culture in IC with direct experience supported with people analytics explored in section 3.1.

As part of a new structure this team has developed based on espoused values of the wider trust with enacted values now evident through the following analysis. Kuo and Tsai (2019) studied the role of managers in achieving high performance standards and sustainable business operations, this study highlights the impact that poor use of quality improvement tools such as six sigma results in lack of understanding of the underlying culture. Growth of this team was based on a quality improvement plan (QIP) based on using six sigma for quality improvement (Alderwick et al, 2017, WAG, 2022, ISO 9004:2018). Whilst this was essential as part of commissioning and capital bid applications the implementation and build of the team and its functions were not as robust (WAST, 2020).

3.1 Cultural Analysis of Integrated Care.
3.2 Situation
As a new and rapidly expanding team, metrics from workforce balance scorecard, observations and data from sickness, attrition, performance output from business dashboards question the return on investment of the increased workforce and minimal measurable change in activity (WAST, Trust Board, 2022). 

Use of the NHS Wales Respect and Resolution Policy (R&R) (2021) have been analysed to establish any key indicators to a negative culture and its manifestations. The most recent NHS Survey (2021) also offers further insight into the macro-cultural issues of the NHS that include engagement, sickness, wellbeing and workplace relationships as factors affecting culture. This wider survey is important as a leveller when using data in this small area of the trust.

Ostroff (2013) argue that surveys offer a taxonomy of insight in to culture, Organisational Culture Inventory (OCI) is a theory-based survey subjected to preliminary validation (Cooke & Lafferty, 1987). OCI shows employee interactions, behaviours and similarities and it is these behaviours that affect performance (Mulder, 2019), the NHS Staff Survey adapts annually through key driver analysis which for this purpose allows for exploration of key as they evolve (NHS, 2022).

3.3 Background
This new team was built rapidly through early formation as six employees, upscaled to 44 over a twelve month period in a backdrop of a pandemic with no clear leadership structure. During this age of disruption, leadership must evolve (Marcus, 2018) adding that the workforce has a generational shift. This added further complexity in the forming of this team due to increase in new employees mixed with experienced longer serving employees. A recipe for disaster without authentic leadership from above and within (Keselman & Saxe-Braithwaite, 2021). 
The team followed the pattern of forming, storming and norming (Tuckman, 1965) and at the performing stage these measures of culture can be observed and thus measured, see fig.5.
[image: See the source image]
Fig. 5. Source; UWTSD Moodle.

3.4 Analysis
When analysing the Workforce Performance Scorecard Report three key themes emerge giving a high-level overview of performance in relation to the People and Culture indicators, sickness absence figures remain high with absences from integrated care the highest across the trust (WAST, 2022). The reasons for absences are highly attributed to increasing work related stress. Employee Assistance Provider (EAP) data suggests that most requests for counselling are as a result of work-related stress. 

[bookmark: _Hlk127902630]The next indicator relates to the continuing issues with low PADR compliance whilst noting the importance of allowing staff and managers the 1-2-1 time to discuss their development and any issues they may have. The third indicator relates to leadership and management development, this intricately links to the first two and is evidenced in the increase of employees using the R&R policy citing poor leadership and support.

Tsui et al (2006) postulated that Schein’s functional approach takes for granted that the development of culture comes top down, this is been challenged by several authors including Dastmalchian et al (2020) who has a new yet developing approach to collaboration; connectorship and the need for leaders to work with other leaders across boundaries, this is an enabler of the six goals (WAG, 2021) and how middle managers and line managers within WAST can network and connect with leaders across the wider health and social care partners, and creating meaningful relationships within IC.

Schein (2016) believe that groups are embedded in its environment acting on feedback if it is achieving its goals. Hofstede (1991) considers this the linguistic paradigms and habits of thought whereas Edmondson (2012) considers this as a result of shared learning. Without strong visible leadership, role clarity and beliefs, if not managed in line with clear objectives behaviour and patterns will become normative, part of the identity of the group and then taught to new team members thus continuing the culture. This lends itself to the cultural definition of  Balogun & Johnson (2004).

According to several authors (Peters & Waterman, 1981, Zheng, Yang & McLean, 2010) strong cultural norms associated with leadership are directly associated with organisational efficiency, performance and effectiveness. When considering the QIP approach for forming the IC team, assuming external implementation issues are separate from culture has resulted in a subculture being formed through developing internal mechanisms that made the new team comfortable in its new role though observable behaviours (Schein & Schein, 2017)  yet without clear leadership this has become abstract to the overall values enactment (Gruys et al, 2008), that is “behaviour aligned with the organization’s core values and is a central objective of values-driven organisations” (Travaglione et al, 2012). 

R&R submissions highlight a disconnect between the leadership style and approach currently within the IC team, the lack of leadership structure is evident in poor employee behaviours and low employee engagement that is a potential risk to the lack of improved productivity since the growth in workforce.

Employee behaviours, engagement, and new ways of working that resulted in the growth of the IC team must be understood as business critical for leaders to ensure performance and sustainability (Hill & Birkinshaw, 2012).

4.0 Culture as Values 
Leaders and PP should focus on specific aspects of employee behaviour – or ‘organisational climate’ – to more readily enact change, CIPD (2022).
With today’s world of work being so diverse rarely do organisations achieve their goals without collaboration, cultural intelligence is the ability to read and understand unfamiliar ideas, styles,  preferences and ways of working to build trust, win customers and unleash diverse teams (Cassidy, 2023). 

By referring to Schneider (2013), Gifford & Wietrak (2022) clarifies this for WAST in the need to focus on specific ‘lived out’ behaviours relating to practices and policies in organisational climate in order to drive change. An area of focus here is line managers understanding and use of Managing Attendance in Work Policy and how sickness can be reduced.

A study by Flaum ( 2018) found that poor interpersonal skills lead to under-performance in most leadership roles. This finding correlates with the QIP discussed in section 3.0 and the analysis of cultural indicators. A key focus is on leadership and management development and supporting staff wellbeing (WAST, 2022).

[bookmark: _Hlk127890182]Personality is a moderator of behaviour, using the five-factor model of personality; extraversion, agreeableness, neuroticism, openness to experience, and conscientiousness are antecedents to ethical behaviours (Lim, 2020). Agreeableness and conscientiousness increase with maturity and influenced by nature and nurture (Soto & John, 2012). This is important factor in organisational behaviour and employee engagement, WAST has a Leadership and Management Development Strategy which links with its Culture Reset (2021) to have authentic, compassionate and situational leaders that are connected to their teams. John & Srivastava (1999) support this as high conscientiousness being strong predictors of high performing leaders, higher levels of performance starts with clarity (Burchard, 2017).

There are limitations to using this model in WAST, Lee and Ashton (2022) further adapted it to include humility-honesty though it still does not offer causation of human behaviours or account for individual differences (John & Srivastava, 1999), it also does not sit with cross cultural validity (Simha & Parboteeah, 2020).

Blattner and Walter (2015) offer a culture based leadership model that is employee led starting with core values. Resulting from low employee engagement this approach turned the company around with high employee involvement, development, growth and recognition, this is vital in today’s multigenerational workplace and in teams such IC where attrition rates are costly and resulting in loss of valuable experience and a skilled workforce (CIPD, 2022 c,d) 

By connecting with employees by artefacts such as the working environment, uniform, visuals and using culture statements these became espoused and enacted values (Schein, 2010, Gruys et al, 2008) all of which increased employee engagement, positive behaviours, and cultural norms.

When considering what matters and motivates in any organisation its people, strategy and money can be replaced, competitive advantage comes from within its talent and culture (Meaney, 2021) cited in Mc Kinsey, 2021). The same paper recognises that succession planning must meet the need of strategic goals and a board level challenge set for managers to deliver.

4.1 Culture and Motivation
Growth in itself is a rewarding and exciting process (Maslow, 1943, 1954) both for employees and leaders and the starting point is finding out what motivates them at every stage of their career (Ashveen, 2018). 

Cooke & Lafferty (1987) use three types of culture in organisations: constructive self-actualising and affiliative. These categories align with Maslow’s Hierarchy of Needs (1954). When applied to the IC team for any cultural shift to occur safety, belonging and esteem needs must be met, with the belief that every individual has the potential growth and self-actualisation, see fig. 6. 
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Fig. 6. Maslow’s Hierarchy of Needs. Source; Wikipedia.

Leadership must shift from transactional to transformational in order for the team to reach self-actualisation and organisational goals, expected ROI of boosted IC workforce and retention of valued and highly skilled talent (McDonald, 2022). 

Commitment sits between esteem and self-actualisation when employees gather strength from its culture influenced by leadership behaviours and actions (Singh, 2007). A positive finding in analysing trust data are the behaviours and engagement of all levels of staff during the pandemic (WAST, 2022) trust board papers. Whilst this was unprecedented, the response by all staff groups was an example of collaboration and connectorship (Gruys et al, 2008) and an example of whole system working.


5.0 Culture as Identity 
There are multiple studies on engagement, Bailey et al (2015) analysed 155 studies and found that team structure, individual and organisational resilience, leadership, job design and continuous professional development are key enablers of engagement. Further studies considered perceived organisational support (POS) finding employee experiences are also negatively associated with a sense of inclusion and cohesive teams (Brailey et al. 2007) and POS (Kelley et al. 2013). Engagement demonstrates the extent to which employees believe that their organisation values their contributions (Patro, 2013). WAST employee relations require reciprocity and leadership that promotes inclusion and reduces absenteeism (CIPD, 2022e).

Culture whether it is OC or OCL is important to any organisation, a Global Culture Survey (2018) presented a clear stand out finding that there is a huge gap in cultural positivity; employees feel less positive than their employers. Disengagement is presenting within IC through increased sickness absences, highly attributed to work related causes and quiet quitting (BBC, 2022). Dissatisfaction with working conditions have now escalated to industrial action and manifesting in more disruption to the workplace and relationships. 

5.1 Engagement through Employee Voice
Kahn (1990) identified three main dimensions of employee engagement - physical, cognitive and emotional. Gifford & Young (2021) offer employee engagement as psychological safety whereas NHS England (2023) offer a robust and virtuous cycle of surveying employee experience and engagement, to engage for organisational success there are four drivers: organisational integrity, strategic narrative, employee voice and engaging managers. 

The disruption of the pandemic, continuing factors such as cost of living and the current industrial action are damaging to engagement. Despite the dispute being with WAG, any adverse event associated with the action is damaging to the WAST brand and reputation. The current approach by the CEO and designates to attend picket lines and engage with employees is a positive approach to industrial relations and a building block of successful engagement (Collins, 2015) see fig 7. 
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Fig.7. Source: Collins (2015) Kings Fund Publication.

5.2 The Link Between Wellbeing and Performance.
Wellbeing is defined by the World Health Organisation  as 'a state of complete physical, mental and social wellbeing and not merely the absence of disease or infirmity' (Kühn & Rieger, 2017).
Throughout this paper the link between culture and performance has been analysed, Schein (2016) also argues that culture, practices and climate align but must impose clarity. An example of such offered by Zohar & Hofmann (2015) when emphasising performance, it must be a collective rather than individual reward system to avoid exclusion, frustration and unethical behaviours and mixed messages by promoting internal rivalry. Whilst this strongly links with inclusion and diversity, staff wellbeing must be a positive principle and values based. Ostroff (2013) explains this as performance, effectiveness and efficiency impacted by a culture that is shaped by employee behaviours and attitudes, selection criteria must be beyond financial and include cultural measurables such as those analysed in section 3.1. 

Performance and wellbeing are connected by a myriad of factors, including the measurables; individual, team or organisational and the managers approach that believed to account in the difference between positive and negative outcomes. (Peters & Waterman, 1982). When considering cultural types within WAST, Handy (2020) ascribes four types of culture; power, people, role, and task aligned with mythical Greek gods. Whilst Schein is discussed as the model for analysing the culture in WAST, Handy’s model is more aligned with the forward plan for WASTs Cultural DNA and Behaviours whereby a power culture is blended with people culture to drive out any negative microcultures to engage in a highly effective multigenerational workplace (Blattner & Walter, 2015).

6.0 Conclusions and Recommendations.
This paper has discussed how culture has many facets, definitions and types, a positive culture is needed to impact on performance and thus change is needed where improvements are to be gained. Research evidencing the link between organisational culture and performance (Young, 2020) is far from weak, it is broad and includes employee engagement, evidenced by Blattner and Walter (2015) and a method that is reproducible for further research.
A key theme from the internal data analysis is the current leadership strategy and how this does not fit for both cultural integrity but also employee experience and engagement.  The following recommendations are within the scope of the current IMTP and financial framework, with an additional layer of cost should psychometric testing be included at around £38,000 for new and existing operational managers. Timescales are to be agreed by People and Culture Committee and set for sign off by April 2023.

Recommendation 1 – Continued low compliance with PADR is a priority for managers and leaders to improve. Managers are now expected to develop their employees, coaching and supporting their career journeys. Training and support in moving towards continuous appraisals and coaching conversations through training with L&D on making this an early change whilst People Services review the current PADR and apply a more evidence based approach to appraisals.

Recommendation 2  – Building on the first recommendation,  sickness absence figures are highly attributed to increasing work related stress. Any further QIP must include further input and evaluation of staff well-being, the current offering is to be reviewed and benchmarked against other NHS Trusts. Line managers require bitesize training to refresh and reset their approach to absence management and wellbeing.

Recommendation 3 – The third indicator relates to leadership and management development, this intricately links to the first and second recommendations, focusing on the increase in employees using the R&R policy citing poor leadership and support. A cost implication will be attached to this in order to provide conflict management training, if internal this would be the costs of planning, preparing and delivering the training of £5000. The cost of allocating time to attend these sessions would be covered by annual CPD hours with an additional £3000 for materials and handouts. Should an external agency provide this training, a cost of £40,000 is anticipated due to this method being less flexible to the needs of the service.
These recommendations are explored further in the associated poster with the role of managers in delivering these changes.
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What is Organisational Culture and Climate?
Culture is divisive yet an organisation is defined by its culture (Krober & Klucholn, 1952) cited in Liddle (2021). Onday (2016) opposes this by adding that goals and objectives must be defined first in order to establish the culture required for success, it is not a one-off event and an “important challenge for managers to determine what the most effective culture is for their organization” (CIPD, 2022b).  
By focusing on the wider aspects of employee experience of the workplace such as engagement, job satisfaction, career progression, team working and options for flexibility, organisations will deliver performance, efficiency and safety in patient care (NHS, 2023). 
Why do I need to know this?
The briefing paper reports the link between organisational effectiveness and culture with cultural norms relating to type of leadership styles, as a line manager (LM) your role is crucial to organisational effectiveness through leadership skills, reinforcement of the Behaviours and Cultural DNA (Klein et al, 2013). 
Your role has changed through the diverse and inclusive workforce we have in WAST, multigenerational working means each individual has different needs, generation x and millennials are now significant groups in the workforce (Marcus, 2018). Leadership is also about engaging with your team, aligning inclusivity with all aspects of their roles, authentic situational leadership which is compassionate.
Transformational leadership and high performing teams need more than good employee communication (NHS England, 2023). Jenkins (2022) used a lack of discussion in the workplace as a defence to poor understanding of expectations. Whilst the point is clear, there needs to be more open conversation and psychologically safe workplaces (Edmundson, 2018) using lack of understanding of basic assumptions tend to be engrained in core of a culture and difficult to change (Schein, 2010). 
Recommendation One - What does this mean for my team?
Building on our cultural DNA and our four behaviours below, managers need to take ownership of workplace relationships further by becoming transformational leaders, moving away from transactional approach (Kislik, 2023, Liddle, 2021).
“Culture also affects the behavioural tendencies of employees as well as their attitude, job performance and turnover rate”. Riaz (2020).
Recommendation one is further support for line managers to have frequent coaching conversations and linked to the positive outcome of these interactions (Robertson et all, 2012).  A combination of engagement and psychological well-being is predicted to achieve better productivity levels than engagement alone (CIPD, 2017). 
Employee experiences and psychological contract are impacted by the relationships they have with immediate LM (CIPD, 2022d), it is these behaviours, conversations, observations that impact on perceptions and influences the employee experience of fairness, balance and positivity. 
Changing Culture One Conversation at a Time
By moving from a monologue towards coaching conversations “a single conversation is a micro movement that can create a macro movement!” (Stavros & Torres, 2018). Appreciative Enquiry (AI) can make this happen, by asking generative questions and positive framing moves our frame of reference from the way I see it towards how you see things, listening to understand, creating space for you to listen and understand your team and them understand you (Nancy Kline, 1998, Covey & Stevens, 2020). 
AI is about the search for the best in people, organizations and communities along with the exploration of what might be possible. 

Recommendation Two - Support and Learning for Managers
LM need to be supported through learning to take on leadership roles. This training must be generic and role specific so it can help integrate the practices in the specific directorate/function where you are tasked to lead (NHS, 2022). Whilst People Services Leaders are key to developing cultures that are diverse, inclusive, people centred to drive organisational success, LM are vital in achieving this through support and development in these critical competencies (CIPD, 2021, Ongar, 2016). 
By engaging in the bitesize and lunchtime learning for refreshing awareness and meeting monthly with People Services Leaders, LM can not only develop their leadership skills but also discuss what good people management looks like/sounds like/feels like (NHS, 2022).
Only through developing compassionate and inclusive cultures right across the NHS will we deliver the highest quality care to our patients, and support and retain our workforce. (NHS, 2023).
Recommendation One shows that LM behaviours on its own is not enough to ensure positive workplaces, recommendation two considers the policy and procedure learning required to support wellbeing and healthy workplaces, recommendation three considers the transformational leadership approach and move away from transactional leadership style.



Building Relationships – Recommendation Three.
Building organisational relationships through cultures that encourages compassion requires employers and employees to create time and space for listening (Kendrick, 2023). By reflecting on your own management style and your behaviours you can consider your impact on others and your role in conflict (CIPD, 2022c). The five key behaviours identified by CIPD (2022c) to support the health, wellbeing and engagement of their team. These will be covered during managing conflict sessions delivered by our Organisation Development team focusing on 1. Handling conflict and people management issues 2. being open, fair and consistent,  3. providing knowledge, clarity and guidance, 4. building and sustaining relationships, 5. supporting development.

Performance
By cultivating a culture of engagement, the performance of teams and individuals increases, a highly engaged workforce can boost its productivity on average 18% (Dvorak & Pendell, 2018). Your role also influences commitment through engagement and trust (Ndlovu et al, 2021, CIPD, 2021), which is the golden thread of all three recommendations in the associated briefing paper.

Wellbeing
Workplace commitment, wellbeing and engagement all link with how the LM alleviates stress and strains of increasing demands of the roles of team members (Ndlovu et al, 2021). By creating an inclusive culture where all individuals feel supported to work at their best with importance of an overall strategy that promotes a culture of wellbeing, compassionate leadership and concept of kindness. 
Emotional intelligence as an increasingly important skill requirement for managers and employees, our initiatives and tools such as mindfulness and Wellness Action Plans, WAST Mind over Mountains groups our employee assistance programmes are there for mangers to signpost and include in monthly 121s and coaching conversations.

Employee Assistance Programme (EAP)
Our EAP supports our psychological contract and influential in the relationships we have with each other on a day-to-day basis, it’s the human part of our employment relationship. With a high percentage of employees accessing these services due to work related stress it is important to continue supporting access but more importantly the impact our behaviours can have on each other as a diverse and inclusive workforce (CIPD, 2022d). Our employee value proposition (EVP) is our brand and what we stand for, our expectations, beliefs and obligations to each other (CIPD, 2022e).
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