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Health improvement is an outcome, 
the achievement of which includes
the areas of work traditionally 
described as health promotion, 
public health & health care

PHIS, 2002



‘..humanity is removed..’

‘Dehumanise the people we serve….the
staff – the servers’

Co-creating Health Conference, Glasgow
Jason Leitch, 30 Sept 2009



Is there hardening of the heart
during medical school?

1st three years’ medical education significantly
decreased vicarious empathy

A coping or survival mechanism where 
empathetic feelings are suppressed

Cynicism may increase, and ethical and moral
development can be stunted

Proposed empathy be constantly be re-enforced

Newton BW, Barber L, Clardy J, Clevelan E, O'Sullivan P. Ac. Med. 2008;83(3):244-249



NHS Scotland HEAT

‘Big dots’ 29 targets
37 indicators

Healthcare experience
A&T = process
0 target
1 standard



‘Little dots’



Do me no harm

Make me better

Be nice to me



Co-creating health

Doing with – not doing to
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Mood Regulator SystemsMood Regulator Systems

Drive, excite, vitalityDrive, excite, vitality
Content, safe, connectContent, safe, connect

Affiliative focused 
SOOTHING 
safeness

THREAT focused 
safety seeking

Anger, anxiety, disgustAnger, anxiety, disgust
Adapted from Paul GilbertAdapted from Paul Gilbert

Incentive & resource 
focused

BUSY/REWARD 
SEEKING 

behaviour activating



Working for a healthier tomorrow

• Links health & work
• Cost of sickness absence 

£100bn/year
• > NHS’ entire annual budget
• NHS - largest UK employer
• Major provider of healthcare
• NHS create new standards –

wellness service



Working for a healthier tomorrow

• Links health & work
• Cost of sickness absence 

£100bn/year
• > NHS’ entire annual budget
• NHS - largest UK employer
• Major provider of healthcare
• NHS create new standards –

wellness service
NHSAA £302k/£637m < 1%

Staff survey – 56% comfortable

with level of pressure



NHS Scotland HEAT

‘Big dots’ 29 targets
37 indicators

Staff health & well-being
0 target
1 standard – 4% sickness



‘Little dots’



Do me no harm

Make me better

Be nice to me



Comprehensive
Integrative 

Multi-component 

Systematic 

Critical Incident Stress 
Management 



Caring
Individualised  

Managerial leadership

Safety

Critical Incident Stress 
Management



Response to challenges
Fear inability to cope
More demands than can meet
Hanley 2002

Stress!

Individualised
Alarm - fight 

or flight

Resistance -
draw resources

above norm

Exhaustion –
bodily damage

Physiological

Emotional 

Psychological



Stress interventions

1° Reduce or alter core stressors
Work Pressure Audit 1999, PDP, Culture change – OD,
change people or change people

2° Prevention & help
Heartmath, Occupational health, staff care, CISM, T&D,

Promoting attendance toolkit 

3° Treatment & serious problems
Occupational health, staff care, CISM,
Specialist services

Payne & Cooper  2001



Healthcare is the only 
industry that succeeds in 
marketing a defective 
product

•USA   98,000 deaths a year 
Harm = 2 jumbo jets crashing every 3 days

•UK  1 in 10 patients unintentionally harmed

•50% patient safety incidents avoidable

Safety



Healthcare is the only 
industry that succeeds in 
marketing a defective 
product

•USA   98,000 deaths a year 
Harm = 2 jumbo jets crashing every 3 days

•UK  1 in 10 patients unintentionally harmed

•50% patient safety incidents avoidable

Safety

Safer staff = safer patients



Managerial
leadership
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Leadership

Set values

Support problem solving
& risk

Design systems to support
action

Focus on the manageable

Develop skills in people



‘Staff are our most valuable asset’

60% 
budget



‘Proposed empathy be constantly be re-enforced’



Board development - values



Leadership 
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Put care back into health

Shift the balance of care


