Respect and
Civility

Commitment to our values
Joe Rafferty says...
This booklet marks an important step forward in our Just and Learning
approach. The Trust’s Board of Directors have strongly endorsed this
development of our culture from the beginning and we have driven changes to
policy and process which are making a positive difference to staff and, crucially
for our services and patients. A focus this year has been on civility and respect.
Some would argue we shouldn’t need to ask people to be polite. In an ideal
world I agree. But the data shows that civility really can save lives by enabling
us to think smarter and more clearly. If the Trust becomes more focussed,
more dedicated to perfect care as a result of colleagues adopting the ideas and
materials in this booklet, and if outcomes across our thousands of service users
and staff improve as a consequence, then this will demonstrate the validity of
this focus. This booklet is more than a sense check or a list of suggestions, this is
“how and why we do things here”. It is a guide for new starters, a refresher for
those with years of service and a manual of best practice for everyone.
Amanda Oates says...
Our reputation for leading the way in Just and Learning Culture resonates across
the NHS and I am proud that we have been recognised for our work and for
what it delivers for our service users. But there’s no room for complacency.
There’s much more to do. Just and Learning conversations are happening
in teams and in PACE meetings now across our Trust and new training is
happening starting on the very first day of corporate induction. However I am
aware that there are places where those conversations are still tentative, still
not heard loudly enough, still not yet changing our culture. This guide now
sits alongside the work being done by our advocates and ambassadors, the
microsite, training, new policies and reforms to datix. Please make use of the
support it offers and be empowered to challenge poor behaviour if it occurs.

Joe Rafferty
Chief Executive

Amanda Oates

Executive Director of Workforce

Incivility and bullying in
the workplace

Incivility from others or perceived
bullying can turn an idyllic job
into something you start to dread.
Whether it’s your colleague, your line
manager or someone that you line
manage, dealing with intimidation at
work can leave you feeling constantly
on edge, fearful and helpless. If our
staff feel like this, imagine the impact
this has on the patients we care for.
We want to make sure that we
operate and work in a safe place
of civility and respect. Every day,
employees in many jobs and roles
are bullied and abused at work. In
fact, the issue of workplace bullying
and incivility is a growing problem
that affects nearly 30 per cent of all
employees during their careers.
Here at Mersey Care we have
created this staff handbook
resource to offer:
• brief interventions for our
colleagues
• encouragement and help for you
to speak up on occasions when
you are exposed to incivility
• a signpost to support you and
make sure you are aware of how
you can get the help you need
• a range of dialogue tools and
resources to help you improve and
grow respect and civility within
your teams and networks.

Respect and civility
EVERY time, EVERY
contact.
Why do people bully?

Colleagues who are consistently
uncivil perceived as a bully are often
people who intimidate or control
others to achieve their aims. They may
collaborate when their goals are being
met, but they lack fairness or honesty,
compassion and humility, all the things
we want our workforce to grow
and enhance as part of our Just and
Learning Culture agenda.
Key points:
• We need to find a space where we
can still be human beings
• It is not about telling staff how
not to act but how they can
choose RESPECT through positive
behaviours

© Mersey Care NHS Foundation Trust 2021. All rights reserved.
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#IWillSpeakUp

What is #IWillSpeakUp?
Chief Executive Joe Rafferty says:
“We want you to speak up if you see bullying behaviour. We want to make
people aware of things they may do that could be perceived as bullying.

#IWillSpeakUp

We absolutely want to support people who have been upset, distressed or
worse as a result of the behaviour of others. It’s serious and we’re committed to
act.”
As well as having a duty of care for patients we have a duty of care to be
compassionate to one another as colleagues. If you are directly or indirectly
exposed to incivility, poor behaviours or perceived bullying in the workplace
you have a duty of care as a bystander to speak up and positively challenge
behaviours.
If you see it , say it, because to permit is to promote.
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If you’ve witnessed inappropriate behaviour, consider...

Seen it

•
•
•
•
•
•

Prepare

•
•
•
•

Emotion
check

•
•
•

Ask

•

•
•

•

Key

•

points

•

What did I just observe? How can I describe the behaviour? How did it
make me feel?
Do I feel comfortable to have this conversation myself? Am I feeling
okay at this moment in time to speak about what I observed to my
colleague?
Am I calm right now?
Am I making assumptions about what is going on?
Am I neutral or am I judging this person?
Could something have happened beforehand that I do not know
about? What else do I need to understand about this situation?
Timing is key. Is this the right moment?
Is there privacy or can I move somewhere more appropriate to have
the conversation?
What else is happening or who else is nearby that could escalate the
situation?
Is this a good opportunity to have a conversation?
Be compassionate. How is my colleague feeling at the moment? Are
they ready to hear from me or should I hold for a little while?
Ask the person who has displayed the out of character behaviour(s) if
they are okay.
Comment on what you have observed and how it made you feel as
observer.
Explore what just happened, what you observed. You could ask your
colleague “Are you okay? I’ve just noticed your exchange with our
colleague [XXXXX] and I just wondered what was going on as it felt
like you exchanged harsh words, this isn’t like you or our trust values,
can we talk about it?
Ask the person “I am wondering what was happening for you in that
moment”?
Listen and explore further. For example, you could ask “what
outcome were you looking for?” and “how could you approach this
differently if it happened again?” or “what other options do you have
to tackle this with compassion?”.
You could ask is there anything they need to be mindful of on how
their response made or could make others feel?
Summarise the conversation and agree next steps in terms of actions
and further support needed in order to ensure a more positive/
productive response if a similar situation arises again.
Will this colleague get back in touch to restore good relationships
with the other colleague who experienced the disrespectful or uncivil
behaviour?
© Mersey Care NHS Foundation Trust 2021. All rights reserved.

5

Respect and Civility Jigsaw

The Respect and civility jigsaw describes both positive and negative behaviours
that we may have experienced, witnessed or demonstrated ourselves towards
others.

The green side of the jigsaw describes what respectful and civil behaviour looks
like; the red side describes what disrespectful and uncivil behaviour looks like.
The following is a suggestion for how you can use this with your team:
•
•

Point out the questions in the middle of each side... Do you? Have you seen?
Have you experienced?
Ask for views from the team, you can support discussion with open
questions or your own observations “I’ve noticed... I feel that...”
o
o
o
o
o
o
o
o
o

•

Are we all green as a team? Is this how we do things here?
How well do we practice the behaviours on the green side of the jigsaw?
Are there any areas we could get better at as a team? What can we do more
of to be great at this?
How consistent are we at practicing the behaviours in the green zone?
Which areas on the red side have people witnessed or experienced, even as a
one off?
How easy is it to challenge negative behaviours?
What do we need to do more of or less of to reduce the behaviours on the red
side of the jigsaw?
How could we ensure that we flourish as a ‘green’ team?
What are your ideas for how we use this tool to regularly check in?

As a team, consider each of the green jigsaw pieces and agree some
practical ways that the team can implement these. These could be used to
develop a team charter or team operating principles or team ground rules.

INDIGNITY

OSTRACISING
Exclude colleagues from
meetings and social gatherings
• Ignoring colleagues ‘blanking’
• Excluding from relevant
communications
• Move to another premises
without due process or 		
consideration

•

•

•
•

Unfair warning
Unreasonable demands
and/or consequences
Unreasonable challenges
upon clinical reasoning

THREATS

•

•

•

•

•

Make light of negative
behaviour (‘that’s your
perception’)
Saying you are being
oversensitive

MINIMISE BEHAVIOUR

•
•

•

SUPERVISORY ADVANTAGE
Patronising behaviour
Constant inappropriate 		
negative feedback
Withhold necessary
instructions
Taking credit/not giving credit
for colleagues work
Use of ‘just a band...’
Inappropriate delegation

Creating conflict with
colleagues to incite
‘Ganging’ up
Bringing in others as
bullying allies with 		
perceived power

EXTREME DELIBERATE 		
ACTS

•
•

•

•

•
•

Threats of down banding
and dismissal
Withholding/delaying
payment – eg. car mileage
Threat to provide a poor
reference

FINANCIAL SANCTIONS

DO YOU?
HAVE YOU SEEN?
HAVE YOU EXPERIENCED?

Instilling fear
Verbal aggression
Physical aggression
Inappropriate management
Ill chosen body language

PRESSURE AND FEAR

• Belittled and undermined –
individually or publically
• Silent Treatments
• Humiliation
• Disrespect
• Targeted (when already
vulnerable)

•
•
•
•
•

© Mersey Care NHS Foundation Trust 2021. All rights reserved.
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DIGNITY

© Mersey Care NHS Foundation Trust 2021. All rights reserved.

SUPPORT

• Signposting to appropriate
supportive interventions
• Providing constructive
feedback
• Setting realistic targets
• Positive coaching and
mentoring

OPPORTUNITY TO GROW

EMOTIONAL INTELLIGENCE

• Ask how they feel, put
yourself in their shoes
• Pause for thought
• Positively reflect and act
• Be more self aware

• Creating harmony for staff
to flourish
• Looking out for others
• ‘Nipping in the bud’ and
signposting to support

ACTS OF KINDNESS

• Empowering behaviour
• Recognising contribution
and achievements
• Sharing relevant information
• Respecting professional roles
• Fair and equal distribution of
work and opportunity

EFFECTIVE SUPERVISION

• Supporting colleagues with
professional development
• Timely approval and signoff
of payments
• Encouraging colleagues to
progress

DO YOU?
HAVE YOU SEEN?
HAVE YOU EXPERIENCED?

• Ask staff how they are,
do something with the
response
• Invite colleagues to
meetings and gatherings
• Actively listen and ensure
everyone is heard

INCLUSIVENESS

• Praise, recognise and
support others
• Include, acknowledge and
respect
• Be courteous and polite
• Humour can be warm, use
it the right way

• Positive body language

• Instilling confidence and
trust
• Colleague compassion
• Supporting culture and
working relationships

NURTURING 			
PSYCHOLOGICAL SAFETY

Odd Socks Day and our support

Respect and Civility Questionnaire

In order to better understand the concerns and possible negative experiences that
Mersey Care staff have encountered in the work place, in summer 2019 the Respect
and Civility Group published the negative behaviours survey. This was done in
conjunction with researchers at the University of Bergen in Norway and information
gathered will contribute to a larger database that is used to try and understand
negative behaviours in the workplace in several European countries.
As this was a completely new survey delivered alongside several other more
established ones used in the Trust, we were delighted to receive 928 responses;
our original target being 500. The data collected from this survey will now be used
to help us support Mersey Care staff by informing the development of a strategy
designed to empower them to challenge negative behaviours.
Our goal is to achieve a better working environment for everyone.
Results from the survey will be shared with staff. We would like to take this
opportunity to thank everyone who has completed our survey and who has
supported the #IWillSpeakUp campaign.
Look out for more exciting announcements and news in the coming months.
Without your support, we would not be able to achieve the Just and Learning
Culture that is becoming strongly embedded within Mersey Care.

© Mersey Care NHS Foundation Trust 2021. All rights reserved.
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The Bystander Triangle
In a work environment colleagues tend to move between perceived spaces to meet
personal (often unconscious) needs rather than being able to see the wider picture,
or understand how their actions are impacting or not supporting others.
There are many different factors that will influence which perceived ‘space’
colleagues tend to operate in. These factors are built from a range of personal,
social and professional contributories. If not supported appropriately, these can
have a detrimental effect on colleagues, environments and the wider organisational
culture.

Contributing factors and pressures

Contributing factors and pressures

Uncivil behaviour
H.A.L.T (Hungry, Angry, Late, Tired)

Relationship or family issues

Training and development needs

Lacking in confidence

Financial worries

No job satisfaction

Low staffing numbers

Feeling threatened

No support

Personal health

Bystander

Experienced/
recipient

1. Which perceived space do you mostly operate in?
2. Why might this be?
3. Is this having a negative impact on yourself, your colleagues or the job that
you do?
4. What can you do to improve your accountability and change the situation?
5. What do you need to make these changes?
6. Is there anyone you can speak with to support you?
7. What three steps can you take to start to improve the situation?
10
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Uncivil
behaviour
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Bystander

Want/needs to control
Try to get control
Covering for insecurity/
competency
Man-management – not
trained
Because they can get
away with it
Lack of sanctions
Cultural differences
Issues at home
Because they are
deemed ‘untouchable’
Because its their norm
Lack of emotional
intelligence
Inability to reflect
Fires someone else’s
bullets
Lack of empathy
No one has told them
it’s inappropriate
Normalised behaviour
Expected/not challenged
Environment, conditions,
work pressures
Lack of flexibility
Lack of confidence/over
confidence
Exploiting protected
characteristics
Lack of understanding
of staff needs

•
•
•
•
•
•
•
•
•
•
•

It’s not my job to
speak up
Don’t want to take
on someone else’s
battle
Nothing will get
done
Something will get
done
I’m a ‘grass’
Too much work to
do, not got time!
Lack of confidence
‘I don’t know how
to act’
Perceived ‘banter’
The accountability
doesn’t sit with me
Someone else will
report it

Experienced/
recipient
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Lack of choice
No reason – shouldn’t be
Exposed vulnerabilities
Exploiting protected
characteristics
Uneducated regarding
protected characteristics
Position
Wrong place/wrong time
Cultural differences
Lack of knowledge
regarding system, process
and policy
Banding
Not being supported
Fear of job security
Because there will be
repercussion
Because there won’t be
repercussion
Lack of confidence
Because bully is deemed
‘untouchable’
Because they are not in
the perceived ‘in crowd’
Don’t comply with
deemed ‘social laws’
Lack of empowerment to
speak up
Don’t want to upset apple
cart or rock the boat
Doesn’t want to associate
with being a victim
Struggles to articulate
boundaries
Used to ‘hang’ blame on
Others put up with it so I
should’
Don’t want a reputation
as a ‘trouble maker’

© Mersey Care NHS Foundation Trust 2021. All rights reserved.
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Questions and answers
If you’ve tried all that, now what?
Bullying is a form of harassment. We
at Mersey Care have a duty of care –
including a responsibility for your health,
safety and welfare at work.
There a few different avenues that
you can explore, these are:
• If it is another employee, you should
first raise the matter with your
immediate line manager or supervisor,
or the next level of management
if the offender is your own line
manager.
• If your complaint is not addressed and
the bullying continues, you should
raise it formally through the dignity at
work policy.
• Colleagues can contact Staff Side or
the Freedom to Speak Up Guardian
who acts as an independent and
impartial source of advice to staff at
any stage of raising a concern, with
access to anyone in the organisation
How do I handle feedback if someone
is raising something with me?
1.
2.
3.
4.
5.
6.
7.
8.

12

Listen carefully and actually hear what
is being said
Don’t take negative feedback as a
personal attack
Don’t try to prove someone is wrong
Ask questions
Put yourself in the ‘shoes’ of your
colleague
Take time to collect your thoughts.
Think carefully about what you plan
to say and what impact it will have
Acknowledge how they feel and
apologise if you are able
Reflect on the situation and explore

merseycare.nhs.uk

how your response/reaction could
have been different in different
circumstances
Who to speak to if you need support?
Speaking up about any concern you
have at work is really important. In fact,
it’s vital because it will help us to keep
improving our services for all patients and
the working environment for our staff.
You may feel worried about raising a
concern or issue and we understand this.
But please do not let this put you off. In
accordance with our professional and NHS
obligations, including our duty of candour
to patients, our senior leaders and entire
board are committed to an open and
honest culture.
There are different mechanisms and
Departments that you can speak to if
you need support. These include your
direct line manager or their manager, the
Health and Wellbeing Team, Freedom
to Speak Up Guardians, Staff Side,
seeking mediation through our trained
mediators internal to the Trust (this can be
accessed through the Human Resources
Department).
There are also a variety of Trust internal
staff groups including the BAME and
LGBT+ Network.
We would encourage wherever possible
informal procedures in addressing issues
relating to dignity and respect at work.
The full Early Resolution at Work Policy is
available on the Trust intranet.

Useful contacts
Freedom to Speak Up –
07867 341 050, 07881 002 626 and
07774 969 085
FreedomtoSpeak.Guardian@merseycare.
nhs.uk
Staff support – 0151 330 8103
staffsupportservices@merseycare.nhs.uk
Staff Side – 0151 471 0303
Show your support by tweeting
#IWillSpeakUp and watch our videos on
the ‘Mersey Care NHS Foundation Trust’
YouTube channel.

INCIVILITY
THE FAC T S
WHAT HAPPENS WHEN
SOMEONE IS RUDE?
WHEN SOMEONE IS
RUDE TO A COLLEAGUE...
REDUCTION in
the recipient’s
cognitive ability

0151 295 3988
JustandLearning@merseycare.nhs.uk
Mersey Care NHS Foundation Trust
V7 Building
Kings Business Park
Prescot
Liverpool
L34 1PJ
Learn more on the Just and Learning
microsite on yourSpace.

COLLEAGUES ARE...

50%

MORE LIKELY to miss
a calculation error(1) and REDUCE
their willingness to help(2)

Our Just and Learning Culture Respect
and Civility work stream is supporting
ways in which we can all improve
miscommunication and poor behaviour.
We wish to empower staff to challenge
and change our culture. Become part
of the movement #IWillSpeakUp
1 https://thepsychologist.bps.org.uk/volume-24/edition-7/how-rudeness-takes-its-toll
2 Porath C, Erez A. Overlooked but not untouched. How rudeness reduces onlookers’ performance on routine and
creative tasks. Organ Behav Hum Decis Process 2009;109:29-44

1 https://thepsychologist.bps.org.uk/volume-24/
edition-7/how-rudeness-takes-its-toll
2 Porath C, Erez A. Overlooked but not
untouched.
How rudeness reduces onlookers’ performance
on routine and creative tasks. Organ Behav Hum
Decis Process 2009;109:29-44

© Mersey Care NHS Foundation Trust 2021. All rights reserved.
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yourRecognition scheme
Studies have found that by showing
appreciation to a colleague, you can
directly increase their happiness in
work. This is because the “reward
neurotransmitter” part of the brain
that controls dopamine is powerfully
impacted by feelings of gratitude and
appreciation. This also means that by
showing gratitude to someone else,
you will also benefit from increasing
your own happiness levels.
At a very basic level, it is a
fundamental human need to feel
valued and appreciated for who they
are and what they do. Gratitude
creates good feelings, more self
esteem, feeling more relaxed and
more optimistic.
All of these emotions create “we’re in
this together” mentality, which in turn
helps to make our teams and our Trust
more successful. Plus the dopamine
effect will encourage a continuous
cycle of recognition if everyone
participates.
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Your Thank You
Do you know a colleague who
has behaved in a really respectful,
supportive way? It can be something
simple that may have really impacted
on you? Send a Thank You to them:
‘Your Thank You’ is on the
‘yourRecognition’ section of
SharePoint.
•

•

If someone has demonstrated a
behaviour related to Respect and
Civility, this will be associated with
our organisation’s ‘Support’ value.
So you can click ‘Support’ and
type in your thank you message.
Thank Yous that you send and
receive automatically added to
your PACE record and the system
automatically notifies the line
manager of the person receiving a
Thank You.

Prerana Issar, Chief People Officer, NHS Improvement, Baroness Dido Harding, Chair, NHS Improvement and
Amanda Oates, Executive Director of Workforce, Mersey Care NHS Foundation Trust

So far, we have...
•

•
•

•
•
•
•

•

Implemented the #IWillSpeakUp
campaign that has been supported
internally and by senior leaders across
the NHS
Referenced in Parliament
Successfully completed the Respect
and Civility (NAQR) Questionnaire
which a whopping 928 staff
completed
Produced the Respect and Civility
booklet
Produced the Respect and Civility
jigsaw
Supported the National Anti Bullying
Week each November
Supported and implements within
the Trust the national ‘odd socks’
campaign

•
•
•
•

Delivered Respect and Civility
presentations to different teams
across Mersey Care
Created SPEAK Acronym
Made five videos on Bullying at work
and the work of Respect and Civility
team
Developed an infographic on impact
of incivility
Added new web content regularly to
the Trust intranet.

Now, it’s your turn!
Join us by turning over the
page and taking a selfie with
our #IWillSpeakUp speech
bubble – @Mersey_Care
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#IWillSpeakUp
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