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OBE, Outstanding Society 

 

Hosts: Pia Rathje-Burton and Wendy Adams 

 

Pia Rathje-Burton  00:07 

Welcome to the care exchange Skills for Care podcast for managers in social care. I'm Pia Rathje-

Burton 

 

Wendy Adams  00:13 

And I'm Wendy Adams. 

 

Pia Rathje-Burton  00:15 

Today's episode is a little bit different. We are today joined by another podcast host. Zoe fry, who is the 

host of the care insights with the Outstanding Society. So welcome Zoe 

 

Zoe Fry  00:29 

Thank you very much. It's lovely to be on here. Thank you for inviting me to chat about our podcast 

series together. I've really enjoyed listening to the care exchange. 

 

Pia Rathje-Burton  00:38 

Yeah, and likewise, I've been enjoying listening to yours. So it just happens to be that both podcast 

series are kind of coming to the end of, of their series. So we just thought it'd be really interesting to 

have to sort of kind of reflect a bit on the guests that we've had on both podcast and kind of what we've 

heard what we've learned, that kind of thing. 

 

Wendy Adams  01:00 

So before we get started Zoe I'd really like to hear a little bit more about the care insights podcast and 

find out a bit about you. 

 

01:08 

Fantastic, thanks. Thanks so much. So I'm actually a nurse by background started working in care at 

the age of 13. So it's in my blood, I would think. I trained to be a nurse and started working in the NHS 

worked my way up very quickly to become a general manager in the NHS. And then my grandparents 

went into nursing homes and the care wasn't that good. And when they passed away, my mum and dad 
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things. And we've had some amazing guests on this series. And you know, there's so many has some 

really important things to share. And just, I suppose, just start off by thanking everybody they've taken 

their time to, to talk to us on both podcasts, you know, the more we share, the better in social care. 

 

Zoe Fry  05:32 

Fantastic. I think, as you say, it's been really, really difficult to pick out clips. I wanted to come back to it 

to Wendy very quickly, Wendy, I think, you know, you describe in your career within social care, I think 

it really highlights that actually, it's not just about being a carer, it's not just about being a nurse, there's 

so much opportunity within social care. Yeah, absolutely. 

 

Pia Rathje-Burton  05:55 

So we've decided to go with a couple of themes haven't we, sort of just just to kind of trying to kind of 

rather than the sort of kind of randomly pick things that we liked, we  sort of kind of went with it with a 

couple of themes. 

 

Wendy Adams  06:10 

So the first theme that we're doing although we're going to think about positive leadership, and what 

makes a good leader. So Zoe, you've, you've picked this one, do you want to tell us a little bit about 

why? Absolutely. 

 

Zoe Fry  06:24 

I think positive leadership is crucial within our sector. I've always admired James Ryecroft, and his 

positive leadership skills. He's one of the founding directors of the outstanding society as well. I think 

without positive leadership, your teams can't follow along the same culture. So that's why I picked this 

subject and James Ryecroft. 

 

Pia Rathje-Burton  06:46 

Right, so let's have a listen. 

 

James Ryecroft  06:47 

So immediately, I would say leading by example, and creating a culture that is simple, actually, and is 

based on kindness, I use that word and the industry use that word, hope it doesn't dilute it. But that's 

really what we're all about. 

 

Pia Rathje-Burton  07:05 

Oh, yeah, that's really interesting. I always think that that lead by example, it's so important when you're 

thinking about leadership, because I know it can be hard as a manager, because every day, every 

moment you are work, you are a role model for your, for your workforce, and we all have bad days, but 

you kind of need to have that in the back of your head, don't you really that? You know, people are 

looking at me, and if a crisis happens, you need to lead by example about how how to deal with that, 

and how to react because you you, your people are going to model you so you know, if you are 

listening, and if you are really kind of being you know, very open to feedback that's going to reflect on to 

everybody else, isn't it in the team? 

 





 - 5 - 

 

Pia Rathje-Burton  11:35 

Absolutely. And just, you know, it's interesting, that word kindness. So we had Professor Michael West, 

on the compassionate on the podcast talking about Compassionate Leadership. And I actually asked 

Michael, if Compassionate Leadership is about being kind and he kind of said, No, it's bigger than that. 

It's it's much more than that. So I want us to listen to that. And maybe we can explore it a bit more of it 

thinking about both both clips with both Michael and Rosemary, it is a bit of a long clip. So bear with 

me. Have a sip of tea while you're listening? 

 

Michael West  12:13 

Well, it's maybe worth beginning by saying what compassion is. You know, it's a word we use a lot. It's 

something that we understand, I think, implicitly or intuitively, but it's also the most important 

intervention there is in health and social care. We know from so much research evidence that the 

compassion of carers is the most important if you like tool they have in their caring, and what it basically 

involves, if I'm, for example, if you or Wendy was in pain or distress and to be compassionate, I have to 

do four things I have to attend, understand, empathise and help. And attending means being present 

with you. Nancy Klein talks about listening with fascination. Understanding means having a 

conversation with you to try to understand the causes of your pain or distress. empathising, of course, 

is feeling with you without making it my drama. And that gives me the motivation for the fourth really 

important element of compassion, which is helping or serving the other person. So Compassionate 

Leadership is really the same behaviours it's attending to those we lead, being present with them 

listening with fascination, understanding the challenges they face, empathising, with them, particularly 

given the level of stress and work demands in social care, and then helping them and in the context of 

leadership, Compassionate Leadership, helping means helping those we lead, to do their jobs more 

effectively, by helping to remove the obstacles that get in the way. And by helping to ensure that they 

have the resources that they need the right numbers of staff, the right equipment, the right training, and 

so on. 
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you've also got to check out whether that culture feels the same for other people, because you as a 

manager might think, oh, culture feels great. But actually have you been and asked your staff about 

what what the place the workplace feels like for them? Because the thing is, Adam rightly said, if people 

are coming to work, and they're happy, and it's a place where they enjoy being, that will translate into 

the quality of care that they provide for the people that they're providing care and support to. And it 

really takes managers, I think, to take a step back and think about that. And, you know, I suppose that's 
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know, how do you visualise that? So you're asking professionals, relatives, residents that might be 

quite interesting to hear that kind of feedback? 

 

Pia Rathje-Burton  22:41 

Yeah, absolutely. Again, the our conversation with Professor Michael West, he, he talked a lot about 

staff surveys. So he created, initially, the NHS staff surveys, which has been running for many years. 

And, and because of his passion around Compassionate Leadership, the questions being asked in the 

NHS staff survey, are very much shaped around finding out what you know, good cultures are, is 

leadership, compassion, and those questions are available online, just Google them, and you can 

change them to suit your service. He's a professor, you say, he's done research in this. So you know, 

there's there's that they're not just random question that he's just picked out when he you know, while 

he was having a cup of tea, you know, they are kind of questions that based on research. Talking about 

looking outwards, it's something that I feel really passionate about, you know, it's really difficult as a 

manager to, you're so busy, and you're just kind of doing the things you got to do in your service and 

making sure to make sure there's a good service, but it's really important to, to look outwards. And we 

have a number of both had a number of guests that's done that in various ways. You know, and 

learning from others and learning about what's happening in in society that we can use as well. I want 

to start, just as listen to Ben Miller, who was a guest on one of our episodes in this series. So Ben is a 

big fan of listening to podcasts, both from social care but also leadership podcasts. He also reads a lot 

of leadership books, but I just want us to listen to what what why he does that and what he thinks that 

others can get from, from from doing that.  

 

Ben Miller  24:41 

The resources that everyone needs in social care to improve any aspect of their, of their of their setting, 

whether that's culture, leadership, recruitment, marketing, anything, it's out there, and it's either free of 

charge or the highest cost is the cost of a book. or a subscription to a podcast series or something or 

Spotify or something like that. Whatever you need, it's in there. And if you go into it with an open mind, 

on a learning mindset, some of the things that I've learned and used to develop my skills as a leader, 

since I started doing all of this has been on a completely different person. 

 

Pia Rathje-Burton  25:25 

Yeah. And I just think when you listen to Ben, he's really taken on, you know, so he will not just be 

listening to something or reading a book by he then kind of takes and takes the best bit the bits that 

really speaks to him, or the bits that he thinks, well, this is going to make a big difference to my service, 

or I'm going to try something you know, I'm going to I'm going to test something, I've heard some things 

I'm gonna test it, it does make you evolve and looking outwards and learning from others, whoever they 

are, and learning from us doesn't need to be another social care providers to say he listened to a lot of 

leadership podcasts and  leadership books, really makes you evolve as a leader. And that's really 

important. We all need to learn and develop. And I think that's, you know, a fantastic point. 

 

Wendy Adams  26:19 

I think, as well that some of the managers listening today might well be thinking, well, I've got enough to 

do when am I going to find time to listen to a podcast or read a book or, but I think it's about being 

creative with that, isn't it? You know, you listen to your podcasts Pia, don't you when you're cooking tea 
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motivation for coming in social care, being involved in research is such an easy way to be able to say 

yeah, I am making a real difference here. Yeah, 

 

Pia Rathje-Burton  29:44 

I think the thing is that, you know, sort of if you'd asked, you know, three four years ago, you know 

about research and social care. There probably was some research but it wasn't that there wasn't that 

much research. There's now so much interest in social care, from an academic point of view, that 

there's so many different in each area, there will be so many different research projects popping up. 

And I think it's about taking advantage of the fact that, that there's a spotlight on social care and 

actuall
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Tanya Kent  32:56 

Well to start that off, it will be evidenced in all KLOEs, research itself, it can only be worth something to 

the home if you act upon it. So actually, the especially this specific piece that we've been working on 

with Vivaldi, it will be evidenced across all the KLOEs, looking at infection will enable patterns be picked 

up able to give us those trends, giving us informed knowledge of possible triggers, and also how we 

can almost prepare and proactively manage infection rather than reactively manage. 

 

Pia Rathje-Burton  33:32 

Yeah, I think it's really interesting to hear, it's some of the things that she's talking about in terms of 

CQC. Because, you know, obviously we don't, we shouldn't do things just because CQC would want us 

to, but where if you're thinking about research, and you're talking about it earlier, so you're sort of 

saying, Well, you know, this is a way of asking questions, and then researching the answer, you know, 

what is the answer to improve this particular whatever it is, and obviously, she's talking about 

something very specific there. But it could be any any question, couldn't it? And you know, I'm sure we 

all when we're working you're thinking, Well, why did we do that? Or is there a better way of doing this, 

you know, to to have some research behind you really shows that continual improvement and 

absolutely CQC is going to you know, you can you can use that for when you're are inspected? 

 

Zoe Fry  34:29 

Absolutely isn't Tanya amazing. She is the manager of the close care home who has Outstanding in all 

five of the KLOEs which is something to be incredibly proud of. Again, it's the culture of the home it's 

about continuous improvement. And not only Tanya and her team involved in Vivaldi social care, two of 

her relatives are on the engagement and communication working group as well. And that goes you 

know, really is outstanding work embracing research with everyone within your organisation. 

 

Pia Rathje-Burton  35:01 

Yeah, absolutely. Yeah, really important to involve everybody. So it's not just something that you're kind 

of doing, you know, you're communicating it across and explaining, you know, this is this is really good 

that we're doing this we want everybody to be involved. Absolutely, really interesting. And just, I just 

think it's been so interesting to, to listen to all the different episodes you've had on around research, 

because I think it is an area that I think managers are still trying to get their head around and thinking 

about, Well, is it something that I need to invest my time and, you know, completely get, you know, 

when you're really busy and somebody said, Well, we need to do something else, you know, it can 

seem like an extra thing. But rather than thinking of it as an extra thing it's much more about thinking of 

is it this is part of my Improvement Plan, which, you know, we all have things that we want to improve 

on being part of research can be part of that improvement plan. 

 

Wendy Adams  35:57 

So we're nearing the end of this episode. And one of the things that we've referred to a couple of times 

is about how busy everybody is. One of our regular questions to all of the guests we have is we ask 

them the time to care tip. So I think Zoe it would be a shame to end this series without putting you on 

the spot and asking you for what is your most time saving tip? Oh, 
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Zoe Fry  36:24 

that's a difficult one, because I struggle a lot with that as well. I think for me, it might sound a bit 

strange, but it's it's trying to be strict with with your working time. I think actually, if you reduce your 

working time to be more focused, you're actually going to end up saving time and be more productive. 

 

Pia Rathje-Burton  36:45 

Yeah, I think you're right. I think sometimes when you have a good deadline, always keeps your mind 

focused. And you, you get on with it.  

 

Pia Rathje-Burton  37:00 

It's been really interesting listening to the different clips. And it's just so interesting how the two 

podcasts even though obviously, we've had different guests on although we have had a couple of 

which have appeared on both, but in general, we have very different guests talked about lots of 

different types of themes. But there's been kind of these running themes of leadership, you know, 

thinking about how can you make improvements, those are sort of kind of been really a broad stroke, I 

think across all the different episodes that we both had in both series. So it's been really interesting, 

listening to the clips that we've picked today. And as I said earlier, you know, it was really tricky, 

because we've had so many great guests on both podcasts. But you know, it's been really interesting. 

And just really interesting to, to hear the similarities. But at the same time, the different different aspects 

of of the things that we talked about. 

 

Zoe Fry  37:55 

I really enjoyed today, actually. And I think, aren't we lucky to work in social care and feel really, really 

privileged to be able to do these podcasts with so many different people. I'd like to say a huge thank 




