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abuse and neglect, 5, 51, 101,
104, 186, 190
ethological
perspectives, 118
otherness/outsider
status, 104
staff feelings, 153-4
working cultures, 133-4; see
also unkindness
accountability
divided loyalties/
fragmented leadership,
122-3
management culture, 143-4
rehabilitation of Welfare
State, 230-1
Accountable Care
Organisations, 123
adaptive strategies, 70-1; see
also evolutionary
perspectives
Adcock, Jack, 162-4
age discrimination, 110, 111
agency see professional
autonomy
Agenda for Change pay
system, 195
agonic mode of social
functioning, 116-18,
181
agonistic mode of social
functioning, 116
Ainsworth, Mary, 38
Al Noor Mosque massacre,
New Zealand, 99
Alison, L. and E., 183
Also Human (Elton), 58, 60
Alston, Philip, 31
ambivalence towards
kindness, 3, 15-17, 52
otherness/outsider status,
99-100
political perspectives, 33
and rehabilitation of welfare
state, 229; see also
unconscious feelings

234

anger/hatred of patients,
59-60
projection, 76-7, 100, 102;
see also perversion;
unkindness
antibiotics, historical
perspectives, 20
anxiety
containment, 81, 121, 131
defence mechanisms, 72-3
disowned, 77
and inequality, 23-4
reduction of patient, 41, 43
anxious attachment, 38, 39
Ardern, Jacinda, 99
Armstrong, David, 115
Arthurworrey, Lisa, 161
Asch, Solomon, 67
Association of Therapeutic
Communities, Quality
Improvement Network,
147-8
asylum-seekers, otherness/
outsider status, 100-1,
102-3
attachment theory, 37-40
attachment styles, 39-40
therapeutic
environments, 81
attitudes to people in need, 3;
see also ambivalence
Attlee, Clement, 1
attunement, care-giver, 38, 41
austerity, 3, 17, 29, 31, 150; see
also funding cuts
authentic kindness, 7, 17
authority, relationships
to, 68-9
autonomy see professional
autonomy

baby Alfie Evans, 60, 167-8

baby P (Peter Connelly), 60,
157-8, 161

Balint Groups, 58

Bawa-Garba, Hadiza, 162-4

belonging, feelings of, 10,
30, 78
Schwartz Rounds, 210
teams, 86
therapeutic
environments, 81
working cultures, 131-2
Belsen concentration camp, 11
benchmarking, 140-1
benefit payments,
ambivalence, 3, 100, 228
benefits system, 232
Berwick, Don (Berwick report
2013), 165
Beveridge, William, 1
‘the big idea’, 22
Big Society, 30
Bion, Wilfred, 72
Black and Asian minority
ethnic (BAME)
populations, 110-11
Blackwell, Dick, 101-2
blame
Berwick report 2013, 165
child protection, 156-8
culture of, 152-3
duty of candour principles,
158-9
guilt and shame, 159-62
Haringey child deaths, 156,
157, 161
hostile environments, 178
Jack Adcock case, 162-4
legal paradigm, 154-6
need for a no-blame
cultures, 165, 167-9
reflective practice, 165-7
staff feelings of self-doubt/
self-blame, 153-4
support for staff, 160
blind eye, turning, 188, 189, 230
blood donation,
commodification of,
191-2
Boehm, Christopher, 70-1
bottom-up planning, 214
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boundary management, 58-9,
79, 88-9, 90
Bowlby, John, 37, 39
Bowling Alone (Putnam), 25-6
brave kindness, 47
bridging relationships, 25
Bristol Royal Infirmary
Children’s Heart
Unit, 168
British High Commissioner,
172, 173-4
British Social Attitudes
Survey, 29
brutality see abuse/neglect
bureaucracy, 8, 30
and accountability, 148
child protection, 156
duty of candour
principles, 158
integration of services,
92, 96
threats to vocation, 197
burning shame, 159
burnout, 52, 55, 61-2
Burt, Peter, 177

Campling, Penny, 143
Canada, inequality and
health, 25
care in the community
idealisation of, 108-9
otherness/outsider
status, 102
care pathways/protocols, 95-7
carer involvement/dialogues,
165, 214
Carthey, Jane, 96
celebrity culture, 14
Centre for Policy in
Ageing, 111
Chamberlain, Sir Austen, 115
Chance, Michael, 116-18
change, constant climate of,
118-19, 132, 230
grieving change, 128-30
overloads on system, 123-6
top-down reorganisations,
119-20
unconscious drivers of
change, 121-2
working cultures, 118-19
Chapman, Jessica, 157
chief executive officers, staff
turnover, 123
child care, commodification
of, 192

child protection, blame
culture, 156-8, 161
child sexual abuse, 13, 110-11
childhood trauma, 44
Children Act (1989), 157
Children Act (2004), 157
children taken into care, 2-3
choice/personalised services,
23, 141
Christakis, N. A., 27-8
Christou, Gillie, 161
chronic diseases, 2, 20, 89
chronic stress see stress
Citizen Commissioners,
London Borough of
Sutton, 214
civic participation, 24
Clarke, Rachel, 63
cleaners, 138-9
climate of change see change,
constant climate of
Climbié, Victoria, 157, 161
Clostridium difficile
outbreaks, 124
cognitive dissonance, 190,
201
collaboration, 5-6, 213-14,
219, 231; see also
cooperation
commodification, 190-1
impact on altruism, 191-2
of vocation, 193-4, 197
common good, 16, 17-18, 29,
37,229-30
communication
qualities of a therapeutic
environment, 81
unconscious life of
groups, 72-4
community care see care in the
community
compassion/compassionate
care, 10, 41, 47, 51
Compassion in Politics
movement, 34
‘Compassion in Practice’
strategy, NHS, 47
compassionate mind training
(CMT), 62-4
compensation claims, 154-6
annual costs, 155
blame culture, 152, 154
fault-based compensation
system, 152, 155
competition, 197-200, 201; see
also market forces

competitive individualism,
13-14, 16, 33, 185
complexity of medical
care, 139
complexity, shared
understandings, 166
complexity theory, integration
of services, 85
conditional/no win no fee
arrangements, 152,
156
conflicts, unconscious life of
groups, 71-2
conformity
to group pressure, 67-8
to role expectations, 69-70
Connelly, Peter (Baby P), 60,
157-8, 161
Conservative/Liberal
Democrat coalition
government (2010), 156
constant change see change,
constant climate of
consultant contracts, 194-7
consumerism, 14, 185; see also
market forces
containment of anxiety, 81,
121, 131; see also defence
mechanisms
continuing professional
development, 221-2
continuity of care, 84
marketisation of public
services, 199
nurse-patient
relationship, 120
teams, 78
working cultures, 133; see
also integration of
services
contracting out, support
services, 194
Cooper, Andrew, 131
cooperation
evolutionary
perspectives, 15
wartime spirit, 16, 21, 185;
see also collaboration;
integration of services
coping styles, 56-7
Corbyn, Jeremy, 110
Cornwell, Jocelyn, 47
cortisol, 70
cost-benefit analyses, 192-3
Cottam, Hilary, 3-4, 25,
127, 137
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Counter Fraud and Security
Management Service
(CESMS), 174-6

Coventry Social Services
recruitment drive, 161

cover-ups, duty of candour
principles, 158-9

‘The Craftsman in all of us
needs to be freed’
(Sennett), 140

craftsmanship model of
healthcare, 139, 140

creaming, marketisation of
public services, 199

Crisp, Nigel, 145

Cuba, inequality, 21

cultivation metaphor, 205

cultures of care see blame
culture; working cultures

Dartington, Tim, 89, 131
Darwinism, 14, 15
Davies, Liz, 161
death, fear of, 60, 99-100, 130
debriefing, 166
deception see
misrepresentation
defence mechanisms
denial, 74-5
depersonalisation, 61, 121
narrowing definitions of
purpose/primary task,
89-90
organisational and social
defences, 120-1
otherness/outsider status,
102-3
projection, 56, 89, 102-3
projective
identification, 76-7
repression, 55-7, 70
social defences, 120-1
teams, 72-5
unconscious drivers of
change, 121-2
unkindness, 55-7; see also
splitting/polarisation;
unconscious feelings
definitions
kindness/kinship, 9
perversion, 185
rehabilitation, 5, 228
Delamothe, Tony, 189
dementia
denial of scale of need,
109-10

integration of services, 89
denial, 74-5; see also
repression
denigration of welfare state, 5,
30, 227, 228
dependency, and
unkindness, 58-9
dependency culture, 3
depersonalisation, 61, 121
deportation targets, 172
depression
anger and hatred towards
patients, 59-60
and inequality, 23-4
unkindness, 60-1
wounded healers, 52
destabilisation see instability
destructive feelings, 6; see also
anger/hatred of patients
developmental perspectives,
splitting, 75; see also
attachment theory
dialogical approaches, 208-9,
213, 230-1
disability benefits, hostility,
173-4
disability-adjusted life years
(DALYs), 192
Disclosure and Barring
Service, 157
discrimination, 110-12
disgust, feelings of, 53, 60
disillusionment, working
cultures, 130-1
dismissive-avoidant
attachment styles, 39
displacement, defence
mechanisms, 56
distress of dealing with
illness, 53-5
distrust see trust/mistrust
divided loyalties
leadership, 122-3
teams, 86
‘Do it for Daniel’ recruitment
drive, Coventry Social
Services, 161
domestic violence, 13
domiciliary care workers,
196-7
dual diagnosis patients,
integration of services, 90
dumping, marketisation of
public services, 199
duty of candour principles,
158-9

Dynasties BBC
programme, 117

economy of kindness, 192-3

education, staffs, 220-1

efficiency drives, 189, 201, 232;
see also funding cuts

Ehrenreich, Barbara, 40

elderly, age discrimination,
110, 111

Elliott, Martin, 154,
160

Elton, Caroline, 58, 60

emotion regulatory systems,
attachment theory, 40

emotional distance,
optimal, 57-8

emotional withdrawal from
distress, 53-5

emotions, unconscious see
unconscious feelings

empathy, 17, 41, 53, 57-8, 138,
181, 210

enantiodromia, 185, 202; see
also perversion

endorphins, 40

England, health and social care
policy, 88

entitlement sense, 3

epidemiological transition, 20

‘Equity and Excellence:
Liberating the NHS’
(Department of
Health), 119

ethological perspectives,
primate behaviour,
116-18

European Working Time
Directive, 78

Evans, Baby Alfie, 60, 167-8

‘Every Child Matters’ green
paper, 95, 157

evolutionary perspectives

kindness, 14-15
teams, 70-1

exclusion see otherness/
outsider status

expectations, rising, 2, 60

failures of care see abuse and
neglect; unkindness

‘Fair Society: Healthy Lives’
(Marmot), 21

family breakdown, 2-3

family case example,
integration of services, 83
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family perspectives on
kinship, 13
fault-based compensation
systems, 152, 155
fearful-avoidant attachment
styles, 39
feelings, unconscious see
unconscious feelings
fellow feeling, 11-12, 180; see
also kindness; kinship
fight-or-flight response, 70,
178, 179
financial risk management,
212-13
First Line programme (Front
Line), 77
‘five giant evils’ in society, 1
‘For the many not the few’
Labour Party’s slogan, 32
Fowler, J. H., 27-8
fragmentation of services see
continuity of care;
integration of services
fragmented leadership, 122-3
Francis, Robert, 158, 190
free market see market forces;
marketisation
freedom see professional
autonomy
Freedom of Information Act
(2000), 199
From General Practice to
Primary Care (Iliffe),
145-6
Frome, Somerset, GP
practice, 214
Front Line charity, First Line
programme, 77
‘The Functioning of Social
Systems as a Defence
Against Anxiety’
(Menzies Lyth), 120-1
funding cuts, 5, 30, 31,
231
funding limits, 3
Mid-Staffordshire NHS
Trust, 189
staff feelings of self-doubt/
self-blame, 153
working cultures, 132; see
also austerity; efficiency
drives
The Future Hospital: Caring for
Medical Patients (Future
Hospital Commission &
RCP), 223

gaming (playing the system),
145, 212
gardening, as metaphor for
cultivating kindness, 205
gatekeeping, 100, 137, 141
‘A Gathering Storm’
(Cunningham and
Nickson), 124-5
Gawande, Atul, 149
General Medical
Council (GMC)
guidelines on doctor—
patient sexual feelings, 58
Jack Adcock case, 162-4
‘General Medical Services:
Quality and Outcomes
Framework’, 194
general practice, 133, 139-40,
145-6
Gentleman, Amelia, 171
Germanwings airline tragedy
(2017), 169
Gilbert, Paul, 70
globalisation, 2
Goftman, Irving, 104
golden age of healthcare,
186, 233
Gombe Stream Reserve,
Tanzania, 117
good-enough caring, 61-2
Gosport Memorial Hospital,
68, 188, 228
GPs, 133, 139-40, 145-6
contracts, 194, 195
incentives, 150, 195
greed, 3
grieving change, 128-30
Griffiths Report (Griffiths,
Roy), 197
group dynamics, 66-7, 80-1,
85-7; see also teams
group pressure to
conform, 67-8
guilt, carer, 59-60, 159-62

Haigh, Rex, 81

Ham, Chris, 88, 97, 146

Hancock, Matt, 177, 178

happiness, and health, 27-8

Hardwick, Nick, 106

Haringey Council, 156,
157, 161

Harvard Grant Study, 40

hatred see anger/hatred of
patients

health

and chronic stress, 23-4
and happiness, 27-8
and inequality/poverty,
20-3, 24-5
and social capital, 25-7
Health and Social Care Act
(2012), 123, 198
healthcare tourism, 100
hedonic mode of social
functioning, 116-18,
181, 182
hedonic (soothing) rituals,
181, 182
helplessness in face of
suffering, 54, 56-7, 60-1,
99-100
Hirschhorn, Larry, 115
historical perspectives
poverty and health, 20-1
welfare state, 1-2
homelessness, 3
honesty, no-blame
cultures, 166
horror and distress of
dealing with illness, 53-5
hospital cleaners, 138-9
hostile environments, 182-3
disability benefits, 173-4
immigration policy,
171-4, 182
mentalisation, 178-80,
181
perversion/enantiodromia,
187, 190
prescription charges, 176-8
reflective practice, 182
soothing rituals, 181, 182
vicious circles, 179,
182
zero tolerance approaches,
174-6, 181-2; see also
working cultures
hostile feelings see anger/
hatred of patients;
unkindness
hunger strikes, Yarl’s Wood
Immigration Centre, 106
Hunt, Jeremy, 190
hunter-gatherer
lifestyles, 70-1

idealisation
care in the community,
108-9
Welfare State, 5, 227,
228
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identification with
suffering, 57-8
identity
signifiers, 23
team dynamics, 86
Iliffe, Steve, 139-40, 145-6
ill-being, 55
immigration policy, 171-4,
182, 228
Improving Surgical Training
programme (Royal
College of Surgeons
2018), 217
incentive packages for
GPs, 195
income inequality see
inequality
individual initiative see
professional autonomy
individualism, 13-14, 16,
33,185
industrialisation of welfare
services, 204
child protection, 156
management culture,
139-40
inequality, 2, 21-3,
230
chronic stress of, 23-4
and health, 20-1
political implications, 28-32
social divisions in
society, 24-5
Whitehall study of civil
servants, 24; see also
poverty
information-sharing, 84,
92
inherent rewards of care, 140
initiative see professional
autonomy
The Inner Level (Wilkinson
and Pickett), 22
Innovation Unit, UK, 223
insecure attachment, 39
instability
marketisation of services,
199-200, 201
reforms/changes, 119,
129
institutionalisation, 68,
104, 105
instrumental relations,
187, 190
Integrated Care Systems
(ICS), 91-2

integration of services, lack of,
30, 78, 83-5
boundary management,
88-9, 90
care pathways/
protocols, 95-7
complexity theory, 85
divided loyalties and
fragmented leadership,
122-3
dynamics of multi-
disciplinary teams, 85-7
dynamics of multi-service
systems, 87-9
dynamics of
partnerships, 90-2
family case example, 83
health and social care
policy, 88
Managed Clinical
Networks, 91
narrowing definitions of
purpose/primary task,
89-90
reality and complexity of
implementation, 92-5
rehabilitation of welfare
state, 232; see also
continuity of care
intellectual disabilities
care in the community,
108-9
indirect discrimination, 111
otherness/outsider
status, 102
residential care homes, 51
intelligence, and kindness, 11
intelligent kindness see
kindness
internal working models
organisations see working
cultures
social relationships, 38; see
also attachment theory
internet, 233; see also social
media
interrogation techniques, 183
involvement, qualities of
a therapeutic
environment, 81
in-work poverty, 3
Ireland, health and social care
policy, 88

J curves, top-down
reorganisations, 120

Jane’s story, 45

Japan, inequality, 21

job insecurity, 131-2

Jones, James (retired Bishop of
Liverpool), 187

Jones, Professor Ray, 133

Judt, Tony, 18

just culture, 168

kindness, 5-7, 37-8,
204-5
attachment theory, 37-40
commodification of, 192-3
and common good, 17-18
cultivating teamwork/
collaboration,
213-14, 219
definitions, 9
dialogical approaches,
208-9, 213
effects of kindness on
wellbeing and
healing, 40-2
and happiness, 27-8
hostile environments, 180
implementation/
applications, 43,
224-5
initiatives/
programmes, 47-8
and intelligence, 11
Jane’s story, 45
Jenny Molloy’s story, 44
and kinship, 9-13
leadership for, 224-5
political perspectives, 28-32
Reclaiming Social Work
project, 217
reflective practice, 213
reform of Welfare State
through lens of, 7
rehabilitation of Welfare
State, 230
relational practice, 222-4
risks of/problems with,
15-17
service design and
development for, 215
supporting staff, 219-24
and survival/social
Darwinism, 14-15
suspicion/disparagement of,
13-14
systemic approaches to, 6-7,
205-8, 207
Timo’s story, 44
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virtuous circles, 46, 83, 204  management cultures, misrepresentation,
working cultures, 208, 211 137-9, 230 performance targets,

‘Kindness, emotions and
human relationships’
report (Unwin), 34

King’s Fund, ‘Point of Care
Programme’, 47

kinship, 2, 4, 8

definitions, 9
and kindness, 9-13
limits of see otherness/
outsider status
political perspectives, 28-34
rehabilitation of Welfare
State, 228, 231
systems, 206-8, 207, 215
knowing and not knowing,
perversion, 187-90
Kundera, Milan, 51

labelling, 143; see also stigma
Laming report, 157-8
leadership
fragmented, 122-3
Integrated Care
Systems, 91-2
for kindness, 224-5
support for staff, 230
learning difficulties see
intellectual disabilities
legal frameworks and policy
health and social care, 88
immigration, 171-4
legal paradigm, blame culture,
154-6
Leicester City football club, 6
Leslie, Ian, 183
life expectancy, 2, 21
linguistic history, kinship, 9
litigation see compensation
claims
local ownership, 126-8
London Borough of Sutton,
Citizen
Commissioners, 214
loneliness
staff feelings, 154
and unkindness, 58-9
Long, Susan, 133, 187-8

McDonald, Andrew,
173-4

Maidstone and Tunbridge
NHS Trust, 124

Managed Clinical
Networks, 91

accountability, 143-4
balance between regulation
and autonomy, 150-1
culture of suspicion, 142-3
drivers of mediocrity, 140-2
improvements/new
approaches, 148-50
industrialisation of welfare
services, 139-40
performance targets, 144-7
Quality Improvement
Network, 147-8
vignette, 136-7
Managing Vulnerability
(Dartington), 89, 131
Manjoo, Rashida, 106
Margulis, Lynn, 15
market forces, 3, 14-15
perversion, 185, 186, 190-1
marketisation of public
services, 197-202
Marmot review, ‘Fair Society:
Healthy Lives’, 21
May, Theresa, 30, 171
Mazzarelli, A., 41
‘Meaningful and Measurable’
report, 209
media roles
blame culture, 153, 157,
161, 168
hostile environments,
173-4, 180-1, 183; see
also social media
mental health difficulties, 2-3
otherness/outsider status,
105-7
mentalisation, 178-80, 181
Menzies Lyth, Isabel,
120-1, 122
micro-management, 185, 194,
195, 197, 224
Mid-Staffordshire NHS Trust
areas of good practice, 77-8
denial, 74
duty of candour
principles, 158
group pressures, 68
performance targets, 144
structural changes, 124
turning a blind eye, 189, 190
unkindness in the caring
professions, 51, 63
Milgram, Stanley, 68-9
mindfulness training, 62-4

144-5
mistrust see trust/mistrust
Mitchell, Joni, Big Yellow Taxi
song, 227
modelling kindness, 221
modes of social functioning,
116-18, 181, 182
Molloy, Jenny, 44
Moral Origins (Boehm), 70-1
mortality fears, 60, 99-100, 130
motivations
kindness, 204
unkindness, 52-3
Munro, FEileen, 156-8, 159,
169, 204
Murphy, T., 204

Named Social Worker
approach, 223

naming and shaming, 152; see
also blame culture

nanny state, 227, 228

National Assistance Act
(1948), 1-2

National Centre for Social
Research (NCSR), 28-9

National Health Service Act
(1946), 1-2

National Insurance Act
(1946), 1-2

negative feelings, 6; see also
anger/hatred of patients

neglect see abuse and neglect

Nelson, Horatio, 188

neoliberalism, 190-1

A New Citizenship, Reith
lectures, 20, 24,
191-2, 193

New Labour administration
(2005), 141

NHS Constitution for England
(2009), 16-17

NHS Leadership
Academy, 91-2

NHS Plan, Labour
government (2000), 120

‘NHS Protect’, 174-6

NHS trust chief executive
officers, staff
turnover, 123

Nietzsche, Friedrich, 66

no-blame cultures, 165, 167-9

‘no win no fee’ arrangements,
152, 156
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Northern Ireland, health and
social care policy, 88
nurses
fragmentation of care, 120
horror and distress of
work, 53-5
organisational defences,
120-1

Obama, Barack, 32-4
Oliver, M., 37
Olympic games opening
ceremony (2012), 228
On Kindness (Phillips and
Taylor), 13-14, 15-16
O’Neill, Onora, 142, 143,
144
Open Space Technology, 210
organisation in the mind, 115;
see also working cultures
organisational defences, 120-1
The Origin of Species
(Darwin), 15
Orwell, George, 54
otherness/outsider status,
99-101
ambivalence towards
kindness, 99-100
dealing with extreme/
overwhelming needs,
101-2
denial of scale of need,
109-10, 112
discrimination, 110-11
idealisation of community
care, 108-9
indirect discrimination,
111-12
intelligent kindness, 109
projection, 102-3
promotion of kinship,
112-13
rationing/gatekeeping
services, 100
scapegoating, 103-5
splitting, 105-7
themes, 101
Yarl’s Wood Immigration
Centre, 103, 105
over-identification with
suffering, 57-8
over-medication, residential
care homes, 51
ownership
lack of, 123
local, 126-8

paedophile trafficking rings,
110-11
The Paradox of Choice: Why
More Is Less
(Schwartz), 23
‘Partners for Better Care’ joint
report, 223
patient involvement/
dialogues, 41, 47, 165,
215, 220, 221, 222-3,
224,229
Patients Association, UK
advocacy group, 177
‘Patients First’ (NHS
England), 130
Pause project, 128
payment by results initiative,
128, 186
Pelka, Daniel, 161
performance targets, 144-7,
204, 230
adverse effects, 145, 146
‘Personal Independence
Payment’ (PIP) disability
benefits, 173-4
personalisation/patient
choice, 23, 141
personality disorders,
labelling, 143
perspectives, systemic, 206-8;
see also kinship systems;
role and task systems
The Perverse Organisation and
Its Deadly Sins (Long),
187-8
perversion
commodification of health
service, 192-3
commodification of
vocation, 193-4,
197
definition, 185
dynamics of, 185-7
effects of marketisation on
staff, 200-2
impacts of
commodification, 191-2
knowing and not knowing,
187-90
market forces, 190-1
marketisation of public
services, 197-200
systemic pressures, 190
undermining of agency/
commitment/goodwill,
194-7

Perversion: the erotic form of
hatred’ (Stoller), 187
Philips, A., 136
physical disability,
discrimination, 110-11
Pickett, K., 33
Pisek, Paul, 85
placebo effect, 41
Point of Care Foundation, 47
‘Point of Care Programme’,
King’s Fund, 47
poker faces, dealing with
horror, 53
polarised thinking see splitting
policy see legal frameworks
and policy
The Political Economy of
Health Care (Tudor
Hart), 10
political perspectives,
12-13, 20
poverty and income
inequality, 28-32
USA experiences, 32-4; see
also inequality
Poor Laws, 1
Poppins, Mary, 228
positive thinking, 40
poster campaigns, 180
poverty
and health, 20-1
political implications,
28-32; see also inequality
power relations, service
integration, 87,
90-1
precariat, 132
prescription charges,
176-8
press see media roles
primate behaviour, 116-18,
181, 182
priority-setting, 3
prison system, 104
private medicine, 141
private sector provision,
NHS, 119
professional autonomy
balance with regulation,
149, 150-1
fostering kindness, 204
industrialisation of welfare
services, 140, 141-2
performance targets, 147
qualities of a therapeutic
environment, 81
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staff contracts, 195
threats to vocation, 197
professional identities, team
dynamics, 86
projection, 56, 89,
102-3
projective identification, 76-7
Propper, Carol, 199
psychological defence
mechanisms see defence
mechanisms
psychosocial systems, 205-8,
207, 215
psychotherapy, 41-2
punitive atmospheres, 152,
230; see also blame culture
Putnam, Robert, 25-6

‘Quality and Outcomes
Framework’ General
Medical Services, 194

Quality Improvement
Network of Therapeutic
Communities

(Royal College of
Psychiatrists’ Research
Unit /Association of
Therapeutic
Communities), 147-8

quality-adjusted life years
(QALYs), 192

racism, 110-11
Radical Help (Cottam), 25, 127
Raglan, Wales, domiciliary
care project, 223
rapport-based interrogation
techniques, 183
rationalisation, defence
mechanisms, 56
rationing services, 100,
137, 141
reaction formation, defence
mechanisms, 56
reality distortion
denial, 74-5
splitting, 105
teams, 72-4
reciprocity/cooperation,
evolutionary
perspectives, 15
Reclaiming Social Work
project, 47, 127, 132,
150, 217
recruitment problems, 5, 196,
231-2

‘re-disorganisation’ see
change, constant
climate of

reflective practice

blame culture, 165-7
hostile environments, 182
kindness, 213

‘The Reflective Practitioner
(Schon), 165-7

reflective/reflexive
supervision, 222

reform of Welfare State, 232;
see also change

regulation, 142, 156,

204

balance with autonomy,
149, 150-1

and continuing professional
development, 221-2

and perversion, 144

rehabilitation of Welfare State,

5, 8,227-33

definitions/complementary
meanings, 5, 228

Reith lectures, 20, 24, 142,
191-2, 193

relational practice, 222-4,
230

relational systems, 205-8,
207, 215

religious fundamentalism, 13

replication, models of care,
126-7

repression, 55-7, 70; see also
denial

residential care homes,
unkindness, 51

resilience, teams, 77-8

responsibility

diffusion of, 90, 105, 121,
122, 137

disillusionment, 131

personal, 3

sharing, 231

restoration of Welfare State, 5,
228, 229

‘Restorative Practice’
programme, 47, 55

role and task systems, 207,
215,219

role expectations, conformity,
69-70

Royal College of Paediatrics
and Child Health,
Managed Clinical
Networks, 91

Royal College of Psychiatrists’
Research Unit (RCPRU),
Quality Improvement
Network of Therapeutic
Communities, 147-8

Rudd, Amber, 172

Russell, Bertrand, 83

Russia, inequality, 21

Sandel, Michael, 20, 24, 62,
191-2, 193
sanitary reform, historical
perspectives, 20
Sargent, Michael, 33
scandals see abuse and neglect
Scandinavia, inequality and
health, 25
scapegoating, 178
blame culture, 168-9
otherness/outsider status,
103-5
overloads on system, 123
schizophrenia, integration of
services, 90
Schon, Donald, 165-7
Schwartz, Barry, 23, 138
Schwartz Center Rounds, 210
Scotland, health and social
care policy, 88
scroungers, 3, 100,
228
second victims, 160
secure attachment, 39, 43
Seddon, John, 146
Seldon, Anthony, 142-3
self-doubt/self-blame/self-
criticism, staff feelings,
153-4
self-interest, 5, 11, 13-15
The Selfish Gene (Dawkins),
14-15
Sennett, Richard, 140, 213
service changes for
kindness, 215
service users, impact of
kindness, 37, 40-2
sexual abuse of children,
trafficking rings,
110-11
sexual feelings, practitioner—
client, 58
Shakespeare, William, 9
shame, carer, 152, 159-62
Shipman, Harold, 17, 228
Shoesmith, Sharon, 168-9
short-termism, 12
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skimping, marketisation of
public services, 199
Smile or Die (Ehrenreich), 40
Snell, Arthur, British High
Commissioner, 172, 173
social capital, and health, 25-7
Social Care Institute for
Excellence (SCIE), 91-2
social defences against anxiety,
120-1, 122; see also
defence mechanisms
social divisions in society,
24-5; see also inequality
Social Fabrics of the Mind
(Chance), 116-18
social functioning modes,
116-18, 181, 182
social media, 2, 71, 167,
233
social mobility, 28
social network analysis, 27
social work, kindness in, 44
societal changes, 2-3
Solzhenitsyn, Alexander, 180
soothing rituals, 181, 182
Southgate, Gareth, 6
Speck, Peter, 57-8
The Spirit Level (Wilkinson
and Pickett), 22
splitting, 51, 60, 75, 101,
127
grieving change, 128-30
otherness/outsider status,
105-7
Stacey, Ralph, 85
staff
contracts, effects of, 194-7
education and training,
220-1
job insecurity, 131-2
shortages and recruitment,
5,196, 231-2
turnover, 123
violence towards, 174-6
standardisation, 140,
141
‘Stanford Prison Experiment’,
69-70
status/status anxiety
dynamics of multi-
disciplinary teams, 86-7
inequality and health, 23
Whitehall study of civil
servants, 24
Steiner, John, 188
stigma, 1

labelling, 143
otherness/outsider
status, 104
Stoke Mandeville
Hospital, 124
Stoller, Robert, 187
stress, chronic, 23-4
stress responses, attachment
theory, 40
structural changes see change,
constant climate of
sublimation, defence
mechanisms, 56
suffering, emotional
withdrawal from, 53-5
suicide, blame culture,
158, 160
supervision, reflective/
reflexive, 222
support for staff, 230
and blame culture, 160
cultivating kindness,
219-24
suppression, evolutionary
perspectives, 70
surface acting, 18
survival, and kindness,
14-15
suspicion, cultures of, 142-3,
180, 182
Sutton London Borough,
Citizen
Commissioners, 214
‘Sweeney Programme’ (Point
of Care Foundation), 47
systemic influences
abuses and neglect cases,
162-4, 166, 175
perversion/enantiodromia,
186, 190
in support of kindness, 6-7,
205-8, 207; see also
working cultures
Systems Thinking in the Public
Sector (Seddon), 146

Tallis, Raymond, 54, 154

targets, deportation, 172; see
also performance targets

task and role system, 207,
215, 219

taxation, 3, 31

Taylor, B., 136

Team Climate Assessment
Measures (TCAMs), 80

Team Self Reviews (TSRs), 80

teams
boundary management, 79,
88-9, 90
conformity to role
expectations, 69-70
continuity of care, 78
cultivating for kindness, 219
denial, 74-5
disowned anxiety, 77
dynamics, 66-7, 80-1,
85-7
evolutionary
perspectives, 70-1
group pressure, 67-8
healthy/well-managed,
79-80
projective
identification, 76-7
psychological defence
mechanisms, 72-4
qualities of a therapeutic
environment, 80, 81
Reclaiming Social Work
project, 217
relationships to
authority, 68-9
resilience, 77-8
splitting into good and
bad, 75
unconscious life of
groups, 71-2
unhelpful structuring, 78
Thatcher, Margaret, 197
therapeutic alliance, 42
therapeutic environment/
therapeutic milieu, 80, 81,
115; see also working
cultures
therapeutic relationship,
placebo effect, 41
Thich Nhat Hanh, 152
thinking
industrial, 149
market, 191; see also market
forces
mentalisation, 178-80,
181
new ways of, 232, 233
polarised, 105-7; see also
splitting
rigid, 141
skewed, 215
systemic, 220-1
tension between types, 137
Timo’s story, 44
Titmuss, Richard, 191-2
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Together: The Rituals, Pleasures
and Politics of Cooperation
(Sennett), 213

top-down planning, 215

top-down reorganisations,
119-20

torture victims, 101-2

toughness, zero tolerance
approaches, 174-6, 181-2

training for staff, 220-1

transparency, no-blame
cultures, 166

Transport for London (TFL)
poster campaign, 180

‘Troubled Families
Initiative’, 127

Trump, Donald, 33

trust/mistrust

culture of suspicion, 142-3
doctor-patient
relationships, 141-2
kindness in health and
social care, 42-3
performance targets, 144
social capital, 26
social divisions in society, 25
working cultures, 131

Trzeciak, S., 41

Tudor Hart, J., 10

tunnel vision, performance
targets, 145

Turnell, A., 204

turning a blind eye, 188,

189, 230

two perspectives, systemic,
206-8; see also kinship
systems; role and task
systems

uncertainty, staff feelings,
153-4
unconditional positive
regard, 41
unconscious feelings
drivers of change, 121-2
fear of death, 130
organisational defences,
120-1
otherness/outsider status,
99-100, 101-2, 103-5
psychological defence
mechanisms, 72-4
rehabilitation of Welfare
State, 229
teams, 71-2; see also defence
mechanisms

undeserving patient
groups, 59
Universal Credit
programme, 188
unkindness in the caring
professions, 5, 51-2
anger and hatred towards
patients, 59-60
dependency and
vulnerability, 58-9
emotional withdrawal from
horror and distress, 53-5
good-enough caring, 61
helplessness in the face of
suffering, 60-1
ill-being, 55
mindfulness training, 62-4
otherness/outsider status,
99, 101, 104
over-identification, 57-8
psychological defence
mechanisms, 55-7
rehabilitation of Welfare
State, 229
sexual feelings, 58
wounded healers, 52-3; see
also abuse and neglect;
unconscious feelings
Unwin, Julia, 34
USA
inequality, 22, 25
Obama and Trump
administrations, 32-4
social capital, 26-7

vaccination programmes,
historical perspectives, 20
vicious circles, 52, 56, 115,
179, 182
violence towards staff, 174-6
virtue signalling, 13
virtuous circles, 46, 83,
204
vocation
commodification,
193-4, 197
undermining, 194-7
Voluntary Sector Social
Services Workforce Unit
in Scotland (2009), 124
vulnerability, and
unkindness, 58-9

Wales, health and social care
policy, 88
war metaphors, 12

Ward, Maria, 161
Ward Atmosphere Scale, 80
wartime atrocities, 67
wartime spirit, 16, 21,
185
Watson, Christine, 53
Welfare State, 4-5
historical perspectives, 1-2
reform through lens of
intelligent kindness, 7-8
rehabilitation, 227-33
wellbeing, and kindness, 40-2
Wells, Holly, 157
whistle-blowing, 168, 230-1
Whitaker, Dr Phil, 133
Whitehall study of civil
servants, status
anxiety, 24
whole system approaches, 91,
121-2, 208, 214, 215,
216, 217
Wilkinson, R., 33
Williams, Rowan, 12
Windrush generation, 172
Winnicott, Donald, 60, 61
Winterbourne View residential
care home, 51
Wollaston, Sarah, 164
workhouses, 1
working cultures, 115,
131-4
belonging and job
insecurity, 131-2
brutality, 133-4
continuity of care, 133
disillusionment, 130-1
divided loyalties and
fragmented leadership,
122-3
ethological perspectives,
116-18
funding cuts, 132
for kindness and kinship,
208, 211
multi-disciplinary teams,
86-7, 90
organisational and social
defences, 120-1
ownership sense, 123, 126-8
staff feelings of self-doubt/
self-blame, 154
strategic approaches to
cultivating healthy, 211;
see also blame culture;
change (constant climate
of); hostile environments
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‘Working Together to world wide web, 233; Yougov survey (2018),
Safeguard Children’, 157-8 see also social 29
workshyness, 228 media Young, J., 37
World Café methodology, wounded healers, 52-3
210 zero tolerance approaches,
World Trade Centre terrorist ~ Yarl’'s Wood Immigration 174-6, 181-2
attack (2001), 183 Centre, 103, 105 Zimbardo, Philip, 69-70
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