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““MMyy gguuiiddiinngg pprriinncciippllee –– wwoouulldd
II wwaanntt mmyysseellff oorr aa rreellaattiivvee ttoo
lliivvee hheerree??””
Like many people working with people with learning
disabilities, I was dismayed by what happened at
Winterbourne View Hospital and the CQC reports made for
a grim read.

The Department of Health Concordat: Programme for
Action, provides a positive framework for the future but will
not be enough in itself. The DoH guidance on placing
people in assessment and treatment units is clear but all too
frequently ignored, either because of lack of planning or
lack of knowledge about positive service models.

The guidance states that people with learning difficulties or
autism and behaviour which challenges should benefit from
local personalised services and be supported to live in the
community wherever possible. Only in very limited cases
should inpatient services be used. The life changing support
for people with learning disabilities is fundamentally
achieved by every personal interaction, every hour of the
day, and every day of the year. Being compassionate,
caring and listening will go a long way to providing the
right type of support, but a number of other interventions
are key to making life great.

As Lisa Rodrigues, CBE, Chief Executive of Sussex
Partnership Trust says, “Assessment and Treatment Services
for people with learning disabilities should only be used in
acute situations. They are no substitute for a home and
living in the community. If one of us had a physical illness
that required hospital treatment we would expect there to
be a clear plan of treatment, better health and then
discharge home.

The same should happen when someone experiences an
acute mental crisis. Treatment should be provided in a
caring and safe environment, by compassionate, well
trained and knowledgeable staff, which is the essential
hallmark of this type of service. Ideally, Assessment and
Treatment Services should be available locally so that
family and other significant relationships can be maintained
and form part of a holistic treatment. On admission, a
discharge plan should be in place.”

Institutional abuse can only flourish when there is a systemic
failure and a culture of management indifference to those
being supported. In the case of Winterbourne it seems that
Castlebeck share holders were seen as more important than
the vulnerable people they had a duty of care to protect.
My guiding principle to how Southdown services operate
has always been – would I want myself or a relative to live
here? If every provider or shareholder asked themselves the
same question, we would have much better outcomes for
vulnerable people.

There are many good practices that should be in place to
ensure that abuse does not take place in community
settings. These include:
• having robust recruitment processes including CRB
checks;
• selecting staff with good values who are caring and
compassionate;
• providing continuous excellent training, support and
supervision;
• having an open door policy that allows family, friends
and advocates to visit freely;
• including the person being supported in all decisions
about their care and support;
• having a well publicised whistle blowing process that
does not victimise the messenger;
• taking prompt action when concerns are raised;
• providing support for service users to be assessors of
service quality;
• ensuring service users are out and about in local
communities;
• ensuring people leading organisations demonstrate the
values they expect others to be committed to. 

AAIIDDEEEENN JJOONNEESS

MMoovviinngg oonn aafftteerr WWiinntteerrbboouurrnnee
AAIIDDEEEENN JJOONNEESS,, Chief Executive of Southdown Housing Association, asked a 
number of respected leaders for their thoughts on what a good service looks like.
This is a summary of what they said.
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SSuu SSaayyeerr CCBBEE,, CChhiieeff EExxeeccuuttiivvee
UUnniitteedd RReessppoonnssee

“Recently I spent some time working
closely with the relatives of people we
support and it reminded me of just how
important families can be as partners
in providing good support, particularly
to people who may find it difficult to
communicate for themselves. One of
the big problems we saw at
Winterbourne View was that, just as
the residents were locked in, so their
parents and siblings were locked out,
figuratively and literally. They were
only able to see each other at certain
times and in certain places, which
meant that the families simply couldn’t
get a full picture of how their loved
ones were living, what their day to

day lives looked like. They weren’t
able to pick up on the signs that
something was going terribly wrong.

But partnership with families is about
more than just safeguarding. Families
have known the people we support for
much longer than we have and can
provide invaluable guidance on what
their passions and interests are, what
things they enjoy doing and what may
trigger distress. When we communicate
well with families, always balancing
their needs with the needs of the
person we support, we find that we
can really create a service that is
planned around the individual. Not
only that, but we often find that family
members are all too keen to help make
it a practical reality, all adding up to a

much better and richer life for the
person we support.

Of course, not everyone is fortunate
enough to have a family who stays in
touch, nor even a family at all. In
those cases, it is our duty to ensure
that person doesn’t suffer as a
consequence. We need to work even
harder at ensuring they develop real
links to their local communities, or
work closely with advocates so that
their lives aren’t based entirely around
people who are paid to support them.
When that happens, the opportunity to
live a full life is reduced at the same
time as a risk of abuse increases. It’s
the worst of all worlds, and something
we strive to avoid.”

““JJuusstt aass tthhee rreessiiddeennttss wweerree
lloocckkeedd iinn,, ssoo tthheeiirr ppaarreennttss
aanndd ssiibblliinnggss wweerree lloocckkeedd oouutt””

AAlliicciiaa WWoooodd,, CChhiieeff EExxeeccuuttiivvee,,
HHoouussiinngg && SSuuppppoorrtt AAlllliiaannccee

“Thinking back over my career, the
people with learning disabilities who
have had the greatest impact on me
have often been those labelled as
having ‘challenging behaviour’. What
made those individuals stand out to
me was their sheer determination to
communicate to those that weren’t
listening and with this determination
came a passion and strength that I
admired in each of them. As a
support worker, manager and, later,
a therapist, I was often able to
connect with people  others struggled

with. This was not because I had any
special training or qualifications. It
was usually just because I cared
deeply about many of the people I
supported and recognised their
personal qualities. I just liked them,
felt connection and, sometimes, even
friendship or love. I did not feel this
about everyone I worked with, in the
same way that I get on better with
some colleagues than others.

A good support organisation
recognises that the people they
support and their staff are individuals
and that, because of the nature of
human services, to support people
well we need to have a connection
and bring ourselves into our work.
We are not robots who can switch
emotions on and off. We do the
people we support a disservice if we
operate in this way. I love the Great
Interactions work that Macintyre
developed and Southdown is using as

““WWee aarree nnoott rroobboottss wwhhoo ccaann sswwiittcchh
eemmoottiioonnss oonn aanndd ooffff””

it gives an organisation a safe way to
enable staff to develop relationships with
the people they support. I’m also excited
about the Ordinary Lives work of
Paradigm that is addressing how we
enable people to have ordinary lives with
ordinary relationships and move away
from over professionalising and
structuring people’s lives.”

AAnnddyy BBrraaddlleeyy,, DDiirreeccttoorr
FFrraammeewwoorrkkss44CChhaannggee

“One of the risks to a good life faced by
people labelled as challenging is that of
becoming defined by a need for care and
support – living a life which is framed by
paid staff and service procedures. The
values of inclusion and community
contribution mean that all citizens are
seen as having something to give –
having roles which are socially valued is
integral to living good lives in which all
lives have meaning and purpose.”

““LLiivveess sshhoouulldd hhaavvee
mmeeaanniinngg aanndd ppuurrppoossee””
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TToonnyy BBaammffoorrtthh,, CChhiieeff EExxeeccuuttiivvee
TThhee EEllffrriiddaa SSoocciieettyy

“My focus is on what is fundamental to
me – good values and what I call a
‘culture of compassion’ in
organisations. We need to be explicit
about what we mean by ‘good values’;
for me they include a commitment to
equality of opportunity, fairness, social
inclusion, anti-discriminatory practice,
mindfulness, person-centredness,
personal development and building
stronger communities.

Of course, it is important to recruit staff
with the right values but this in itself is
not enough. Organisations need to live
and breathe those values consistently
and authentically. If values are not

consistently applied, or seen to be
authentic by key stakeholders
(principally staff and service uses),
organisations will lose staff who do
hold those core values and lose trust
from staff who make mistakes - like we
all do.

I suspect that much poor practice and
neglect can be sourced back to a
breakdown of trust between colleagues
and/or lack of opportunities to build or
repair trust where this has been
compromised. Organisations need to
be engaged in a continuous process of
reflective practice, openness to learning
from mistakes and maintaining positive
responses to challenges. We need to
be on our guard against habitual
responses to things ‘going wrong’ and

JJoo CCllaarree,, CChhiieeff EExxeeccuuttiivvee,, TThhrreeee CCss

“When people behave in a violent or
challenging way, a good service treats
the behaviour as a symptom of
unhappiness, rather than just bad
behaviour, and tries to get to the
bottom of it. There’s a much better
chance of doing this if staff and those
supported like each other as warm
relationships foster willingness by both
parties to make changes under difficult
circumstances.

Organisations need a culture of
positive risk management and to see
fear and risk aversion as obstacles to
be overcome.

““IItt’’ss aabboouutt ddeevveellooppiinngg aa ccuullttuurree wwhhiicchh
aattttrraaccttss,, nnuurrttuurreess aanndd ssuuppppoorrttss ggoooodd vvaalluueess””

““OOrrggaanniissaattiioonnss nneeeedd ttoo sseeee ffeeaarr aanndd rriisskk
aavveerrssiioonn aass oobbssttaacclleess ttoo bbee oovveerrccoommee””

Whilst the common causes of
challenging behaviour are anxiety,
frustration, and too little freedom to
be or do, common solutions are better
planning, fuller lives, and greater
freedom. In many of our success
stories at Three Cs, staying free and
independent in the community equates
to fewer but committed, competent
and resilient staff, supported by strong
managers and active professional
behaviour support teams.

Ironically, risk averse services which
crowd people out with ‘bodyguard’
type support, rarely find solutions to
the unhappiness which causes the
‘risk’ in the first place. The terrible
Catch 22 is that when community-
based services fail people in this way,
they consign them to greater anxiety,
more frustration and even greater
restrictions on their freedom in
Assessment and Treatment Centres and
more secure residential care.”

DDrr NNooeellllee BBllaacckkmmaann
CChhiieeff EExxeeccuuttiivvee,, RReessppoonndd

“When people behave in a way that
‘challenges’ us, it is often an expression of
fear, anger, distress or anxiety which has
its roots in the person’s history. At Respond
we believe it is important to address the
underlying issues and to do this in
partnership with residential services.
Without an understanding of the issues that
the person is struggling with direct care
staff can unwittingly get caught up in a
‘challenging’ dynamic – Winterbourne
View was an extreme example of this. It is
vitally important staff are trained and
supported to work therapeutically and
sensitively.

Respond provides a full package of
therapeutic support which includes direct
care staff as part of this team approach.
We are also in the process of designing
new training for learning disability nurses
and social workers to support them to take
on some of this supportive role for
residential services in their communities.”

““SSttaaffff ccaann ggeett ccaauugghhtt uupp
iinn aa ‘‘cchhaalllleennggiinngg’’ 
ddyynnaammiicc ““

challenge habitual responses in others. In
particular, the snap reactions of staff in high
pressure situations and under stress. We
also need to nurture creativity in each other
in developing responses to needs and
behaviours and ensure we have the space
to do this work.

It’s about co-creating and developing a
culture in organisations which attracts,
nurtures and supports good values”.
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SSttaaffff,, SScchhooooll ooff SSoocciiaall WWoorrkk
UUnniivveerrssiittyy ooff CCeennttrraall LLaannccaasshhiirree

“At times of financial austerity with many
social care services facing stringent
budget cuts, providing good quality
support is a real challenge.

Winterbourne has sadly taught us many
lessons we already knew. Human
services need to be person-centred, keep
people safe and to fully involve them in
all aspects of planning and delivery.
Support needs to be properly resourced
and be underpinned by strong values

and beliefs in the rights of all to have a
good life.

A good service that enhances people’s
lives includes:
• Being focused on meeting individual
needs and providing they need to live
the life they want;
• Shaping and co-designing support in
partnership with individuals with learning
disabilities and others, including carers,
involved in their support;
• Facilitating and encouraging
development of circles of support,
independent advocacy and wider

community involvement so there are
unpaid people in their lives who care
about them;
• Having a culture of zero tolerance of
abuse to ensure people and staff feel
able to speak out about abuses and
poor practice;
• Being adequately resourced and
staffed with good local access to
specialist advice and knowledge, for
example, about de-escalation strategies,
coping with behaviour that is
challenging, or communication strategies
when verbal communication is limited.”

SSuuee PPeemmbbeerrttoonn,, CChhiieeff EExxeeccuuttiivvee
IInntteeggrraattee PPrreessttoonn && CChhoorrlleeyy

“For me there have to be good values
which must be clearly demonstrated
from the top of the organisation and
throughout.

Everyone needs to understand the
organisation’s mission and values and
believe in them, be really committed to

carrying them out and making things
happen for the people we support.

This requires us to put the person at the
centre of the services they receive and
to make sure they are involved in all
decisions about them. That includes
allowing people space to make bad
decisions and supporting them to learn
from them.

We have to work hard to help people
build a life and relationships in their
communities and ensure they have the
same opportunities available to all of
us. People’s cultures and faiths and
their individual rights, hopes, dreams

““IItt’’ss mmoorree tthhaann jjuusstt aa jjoobb –– yyoouu
rreeaallllyy hhaavvee ttoo ccaarree””

TThhee ffuuttuurree
BBiillll MMuummffoorrdd,, CChhiieeff EExxeeccuuttiivvee ooff MMaaccIInnttyyrree,, iinn hhiiss iinnttrroodduuccttiioonn ttoo tthhee NNDDTTii TThhiinnkk LLooccaall AAcctt PPeerrssoonnaall ppuubblliiccaattiioonn BBee BBoolldd
wwrroottee:: ““WWee cchhoossee tthhee ttiittllee BBee BBoolldd ttoo ggiivvee ccoouurraaggee ttoo tthhoossee iinnddiivviidduuaallss,, ffaammiilliieess,, ccoommmmiissssiioonneerrss aanndd pprroovviiddeerrss wwhhoo aarree
ssttrriivviinngg,, sseeeemmiinnggllyy aaggaaiinnsstt tthhee ooddddss,, ttoo ccrreeaattee ggoooodd llooccaall sseerrvviicceess ffoorr ppeeooppllee wwhhoo,, mmoorree oofftteenn tthhaann nnoott,, ffiinndd tthheemmsseellvveess
eexxcclluuddeedd.. TThhee eexxaammpplleess ooff bbeesstt pprraaccttiiccee iilllluussttrraattee tthhaatt bbrraavvee,, ddeetteerrmmiinneedd aanndd ccrreeaattiivvee lleeaaddeerrsshhiipp ccaann aanndd ddooeess oovveerrccoommee
wwhhaatt ccaann aappppeeaarr ttoo bbee iinnssuurrmmoouunnttaabbllee bbaarrrriieerrss.. BByy sshhaarriinngg tthheeiirr ssttrraatteeggiieess aanndd iiddeeaass aanndd lleeaarrnniinngg ffrroomm tthheeiirr eexxaammppllee,, wwee
hhooppee yyoouu wwiillll bbee iinnssppiirreedd aanndd eemmbboollddeenneedd ttoo ddoo lliikkeewwiissee””..

AAlliicciiaa WWoooodd rreecceennttllyy ddeessccrriibbeedd ppeeooppllee llaabbeelllleedd aass ‘‘cchhaalllleennggiinngg’’ aass ‘‘FFrreeeeddoomm FFiigghhtteerrss’’ aanndd wwhhiillee tthhiiss iiss aann aapptt ddeessccrriippttiioonn
ffoorr nnooww,, iitt wwoouulldd bbee aa ggrreeaatt aacchhiieevveemmeenntt iiff tthheeyy wweerree ffrreeee ttoo lliivvee tthhee lliivveess tthheeyy wwaanntt aanndd nnoo lloonnggeerr hhaadd ttoo ffiigghhtt..

TToo bboorrrrooww tthhee ssttrraapp--lliinnee ffrroomm MMaaccIInnttyyrree’’ss GGrreeaatt IInntteerraaccttiioonn wwoorrkk:: ““PPeeooppllee ddoonn’’tt eexxppeerriieennccee oouurr vvaalluueess,, tthheeyy eexxppeerriieennccee
oouurr bbeehhaavviioouurr””

IItt iiss iinnccuummbbeenntt oonn uuss aallll ttoo bbeehhaavvee wweellll aanndd BBee BBoolldd..
AAIIDDEEEENN JJOONNEESS

and aspirations should be treated with
respect (something definitely lacking in
Winterbourne View).

Staff should be given the training to
develop their skills and abilities to allow this
to happen and given the opportunity to
celebrate their achievements with the
people they support. Staff need good
supervision and good management support
systems.

Discriminatory practice and poor practice
must be challenged and processes in place
to enable people  to complain if they are
not happy about something. They need to
know they will be listened to and that
people will act on what they say.

Above all, people have to want to be there.
It’s more than just a job– you really have to
care.”

““WWiinntteerrbboouurrnnee hhaass ssaaddllyy ttaauugghhtt uuss mmaannyy lleessssoonnss
wwee aallrreeaaddyy kknneeww””


