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ABSTRACT 
Our refreshed values, Culture Statement and 

Behavioural Framework were launched on 10th 

March 2023.  This guide will help our staff, 

students, volunteers, managers and leaders to 

truly embody them so that our organisational 

culture and experience keeps growing and 

improving. 
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  A message from Anthony Marsh 
Chief Executive Officer 

West Midlands Ambulance Service University NHS Foundation Trust 

I am delighted to present our Culture Statement, Values and Behaviours for our Trust. 

These describe the behaviours that colleagues from across our organisation said are really 

important to them to experience at work. 

We have a vision in WMAS of “Delivering the right patient care, in the right place, at the right 

time, through a skilled and committed workforce, in partnership with local health economies”.  

Our vision places the patient at the centre of everything we do and provides a focus through 

which we deliver safe, high quality patient care and treatment, underpinned by sound values 

and a commitment to collaborative working with staff, members, volunteers and stakeholders. 

We know that this vision can only be achieved by all of us from our different professions, 

sectors and localities working collaboratively together. How we behave and treat each other 

when we are working collaboratively really matters. It makes a tangible difference to every 

individual’s experience of work and directly impacts on the experience of those who access 

our services.  

We all want people’s experiences of work, health and care to be positive. And we can each 

play a key role in enabling this when we are working with one another by choosing and 

committing to demonstrate: 

 

 Thank you all for your continued hard work and dedication to the health, care and wellbeing 

of the people of the West Midlands. I look forward to what we will continue to achieve 

together. 

Anthony C. Marsh, Chief Executive Officer. 
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Why are behaviours important? 
Our behaviours are about how we treat one another – what we do, what we say, and 

importantly how we do and say those things.  

Our behaviours are key within WMAS for enabling us all to: 

 • Have a positive experience of work  

• Bring our whole, authentic selves to everything we do  

• Achieve our shared goals and ambitions for delivering the highest quality health, care and 

wellbeing services for the people of the West Midlands 

How we behave and treat one another really matters and makes a powerful difference to our 

effectiveness and to the experience of all those we encounter through our work. 

What guides our values and behaviours? 
Our Culture Statement, developed collaboratively with you, outlines how we should 

experience being at work, and how we should ensure that everyone we come into contact 

with at work also has this experience. 
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What are our values? 
 

 

These values guide how we behave, how we take decisions, the way in which we enact our 

processes and policies.  All new policies, and those being updated, now have a Values Impact 

Assessment providing evidence that our values guide what we do and how we do it. 

What are the WMAS Behaviours? 

 



 

5 
Barbara Kozlowska, Head of Organisational Development January 2025 

 

 

 

Our Behavioural Framework describes how all of us behave and engage with each other when 

working with each other inside the organisation, and all those we come into contact with 

externally. These behaviours have been co-designed with colleagues from the Trust to reflect 

what people have said is important to them when working in WMAS. The purpose of these 

behaviours is to provide us all with a shared understanding and commitment around how we 

want to work and collaborate together, to enable everyone to contribute, for all voices to be 

heard, and so we can all make a difference in our roles. Ultimately to support achievement of 

our shared vision for “Delivering the right patient care, in the right place, at the right time, 

through a skilled and committed workforce, in partnership with local health economies”.  

It clearly defines, and provides a standard for, how we should all experience the organisation, 

and also how we should all behave.  It is a measure, just like our clinical standards and 

organisational key performance indicators. 

How do we demonstrate these behaviours? 
BEHAVIOUR DO… DO NOT … 

 

• Be professional and ethical as mandated by 
your registrant body (if appliable); by our 
Code of Conduct and Staff Handbook.  

• Be committed to continuous learning and 
improvement in how you carry out your role 
including taking ownership of your 
Performance and Development Reviews 
and development plans and seeking 
feedback. 

• Think about and use the best way of 
communicating in different contexts. 

• Always focus on achieving the best 
standards and outcomes and look for ways 
of making improvements in your own area 
and organisationally. 

• Work with colleagues within your own team 
or locality and also with other areas of the 
Trust to achieve the highest possible 
standards and outcomes. 

 
 
 
 
 
 
 

• Behave in the right way only when in 
the presence of managers, mentors 
etc. 

• Make excuses for not doing the right 
thing, e.g. “other people are …; 
others don’t … so why 
shouldn’t/should I”? 

• Avoid opportunities to develop and 
improve by not seeking feedback, or 
not listening to it; do not be 
defensive when given feedback. 

• Always only use emails or messaging 
to communicate. 

• Take short cuts, particularly when 
these put others at risk. 

• Blame others or other teams and 
localities when you should be taking 
responsibility or supporting others. 

• Accept poor or unsafe standards and 
ways of working ever – from yourself 
or from others, no matter what their 
status. 

 
 
 
 
 
 
 

https://wmas.policystat.com/policy/token_access/edcade3a-3acb-4ae4-9b56-d6e18d786637/
https://wmas.policystat.com/policy/token_access/42f31f1f-c3b5-4215-9e6d-c60670063dce/
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 BEHAVIOUR DO… DO NOT … 

 

C. S. Lewis, said, “Integrity is doing the right 
thing, even when no one is watching.”   

• Demonstrate transparency and clarity in all 
your interactions with people to earn 
credibility, trust and respect by sharing 
information and intent. 

• Demonstrate honesty in all your 
communication and action.  Be true to the 
Trust’s values and standards. 

• Demonstrate respect for all people in all 
your interactions by, for example: listening 
actively; using appropriate language; 
respecting difference and boundaries; 
acknowledging and appreciating the 
contributions and achievements of others. 

• Lie, cheat or deceive others. 

• Be hypocritical. 

• Fail to keep promises or 
commitments, making others unable 
to depend on you. 

• Refuse to take responsibility for your 
actions, blaming others for your 
mistakes. 

• Use deceitful tactics to control or 
influence others for personal gain. 

•  Treat others poorly or without 
consideration for their feelings and 
rights. 

• Prioritise your own needs and 
desires at the expense of others. 

 

• Show genuine concern and care for others.  

• Listen with empathy. Pay attention to what 
others are saying without judgment and try 
to understand their feelings and 
perspectives. 

• Offer help. Actively look for ways to assist 
others, whether through small acts of 
kindness or more significant support. 

• Be present. Sometimes, just being there for 
someone, offering a listening ear or a 
comforting presence, can make a big 
difference. 

• Show kindness. Simple gestures like a smile, 
a kind word, or a thoughtful note can 
brighten someone's day. 

• Practice patience. Understand that 
everyone has their own struggles and may 
need time and space to deal with them. 

• Encourage and support. Offer words of 
encouragement and support to those who 
are going through tough times. 

 
 
 
 
 
 
 
 
 

• Be indifferent to others ignoring or 
showing a lack of concern for their 
feelings and needs. 

• Be Cruel, intentionally causing harm 
or distress to others, whether 
through words or actions. 

• Be judgmental, criticising or 
condemning others without 
understanding their circumstances. 

• Be selfish, prioritising your own 
needs and desires without regard for 
the well-being of others. 

• Be impatient or intolerant of others' 
struggles or difficulties, and not 
giving them the time they need. 

• Be neglectful, failing to provide 
support or assistance when it is 
needed. 

• Be hostile, displaying anger or 
aggression towards others, 
especially when they are vulnerable. 
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BEHAVIOUR DO… DO NOT … 

 

• Be genuinely curious about difference 

• Be an ally for under-represented groups 

• Ensure everyone feels valued and included. 
Here are some key behaviours. 

• Pay attention to everyone's ideas and 
perspectives, ensuring all voices are heard. 

• Be willing to consider and embrace different 
viewpoints and experiences. 

• Invite and encourage everyone to 
contribute, especially those who might be 
quieter or less confident. 

• Show respect for diverse backgrounds, 
cultures, and identities. 

• Ensure that everyone has access to the 
same opportunities and resources. 

• Actively work to recognise and challenge 
your own biases and those of others. 

• Foster an environment where people feel 
safe to express themselves without fear of 
judgment or discrimination. 

• Deliberately leaving people out of 

activities, discussions or opportunities. 

• Make assumptions about individuals 

based on their group identity rather 

than their personal attributes. 

• Treat people unfairly or unequally 

based on characteristics such as race, 

gender, age, or disability. 

• Overlook or dismiss the ideas and 

contributions of certain individuals or 

groups. 

• Use subtle, often unintentional, 

comments or actions that can be 

hurtful or demeaning to others. 

• Give preferential treatment to certain 

individuals or groups, creating an 

unequal environment. 

• Fail to provide accommodations or 

resources that enable everyone to 

participate fully. 

 

 “The standard you walk past is the standard 

you accept.” David Morrison 

• Take responsibility for your actions and their 

outcomes. 

• Acknowledge when you make a mistake and 

take steps to correct it. 

• Keep your promises and commitments, 

ensuring you complete tasks as agreed. 

• Be open and honest about your actions and 

decisions, especially when things do not go as 

planned. 

• Recognise and communicate your limitations 

or when you need help. 

• Establish clear, achievable goals and work 

diligently to meet them. 

• Hold others to account for our standards by 

giving feedback and reporting if necessary. 

• Shift responsibility for mistakes or 

failures onto others instead of owning 

up to them. 

• Justify poor performance or mistakes 

rather than addressing and correcting 

them. 

• Refuse to take on tasks or duties, or 

not follow through on commitments. 

• Hide information or be dishonest 

about your actions and their 

outcomes. 

• Dismiss or not act on constructive 

feedback and advice. 

• Delay tasks and responsibilities, 

leading to missed deadlines and 

unfulfilled commitments. 

• Frequently change your stance or 

actions, making it difficult for others to 

rely on you. 

• Ignore the poor or unacceptable of 

others. 
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What do these behaviours mean for me 
Whether you are applying for a role within WMAS, or are already a member of staff, student 

or volunteer, these behaviours sit at the heart of how we work together. The behaviours 

describe how we all expect to be treated by colleagues when working here, as well as the 

behaviours expected of each of us. We encourage you to demonstrate these behaviours 

through your work, to talk about these behaviours and what they mean with colleagues, 

signpost the behaviours in your localities and team meetings, and actively use, reference and 

embed them within the work that you undertake. 

How can I use and embed these Behaviours in my work? 
There are lots of ways we can use these Behaviours in our work:  

1. Self-assessment: Why not start by taking this self-assessment to help you think about 

how you can support our values and behaviours? Course: Values Based Framework 

and Self Assessment 2025 | WMVLE  

2. Communication: Share these behaviours with colleagues in your localities and teams - 

send out this booklet, put up a poster, add them to your social media, or even have a 

quick chat about the behaviours and how you might use them over a coffee. 

3.  Recruitment and Selection: Consider using these behaviours when recruiting 

colleagues into roles – embedding them into person specifications and using them to 

inform interview questions.  

4. Meetings: Share and promote these behaviours within meetings - include and discuss 

them on agendas, explore together how you want to use them, or invite members to 

self-assess themselves and the group on how well you are collectively demonstrating 

these – to encourage discussions on what you could all do even better.  

5. Learning and Development: Embed these behaviours into learning and development 

opportunities you make available – linking them to learning outcomes and referring to 

them within relevant documents and workshops.  

6. Performance and Development Conversations and 1:1s: Encourage discussion and self-

assessment of how well individuals are demonstrating these behaviours through their 

work, and what they could do to be even better.  

7. Recognition: Value, recognise and thank colleagues and teams who demonstrate these 

behaviours brilliantly through their work – you can start by using our Say Thank You 

application. 

  

https://www.wmvle.wmids.nhs.uk/wmas/course/view.php?id=1110
https://www.wmvle.wmids.nhs.uk/wmas/course/view.php?id=1110
https://apps.powerapps.com/play/b997b3cd-d8a5-4efa-bc0b-0682d770810b
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Whose responsibility? 
It is everyone’s responsibility to support these behaviours by: 

Ensuring our own behaviour meets this standard. 

Holding others to account when they do not meet this standard. 

Reporting inappropriate behaviour. 

Our leaders have extra responsibilities: 

 

Resources to Support You 

 

 

All Ideas Matter  

 

 

 

https://forms.office.com/pages/responsepage.aspx?id=Mi9SMrdec0m7wlAz1xrIP16VhIlAndZDoof8aBfsys5UNkJaU0FMQkE2VVpEMlg1WFI3TFBWSUdZMy4u
https://wellbeing.wmas.nhs.uk/
https://forms.office.com/pages/responsepage.aspx?id=Mi9SMrdec0m7wlAz1xrIP16VhIlAndZDoof8aBfsys5UNkJaU0FMQkE2VVpEMlg1WFI3TFBWSUdZMy4u
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Safeguarding - Home 

 

Freedom To Speak Up - Home 

 

 

Civility and Respect 

 

https://wmas365.sharepoint.com/sites/Safeguarding9/SitePages/Home%20page.aspx
https://wmas365.sharepoint.com/sites/FTSU/SitePages/Home.aspx
https://www.wmvle.wmids.nhs.uk/wmas/course/index.php?categoryid=215
https://wmas365.sharepoint.com/sites/Safeguarding9/SitePages/Home%20page.aspx
https://wmas365.sharepoint.com/sites/FTSU/SitePages/Home.aspx
https://www.wmvle.wmids.nhs.uk/wmas/course/index.php?categoryid=215
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PDC Handbooks 

 

 

Personal Impact 
Personal Impact sessions are facilitated by the Head of Organisational Development as and 

when requested by managers for individuals or teams/groups of staff who need insights into 

the impact of their behaviour and strategies to adopt behaviours that meet our values and 

behavioural framework. The request may arise from complaints from other staff members, 

external partners, patients or service users. It may also arise from a team who would like to 

think about their impact. 

 

 

https://www.wmvle.wmids.nhs.uk/wmas/course/view.php?id=1109
https://www.wmvle.wmids.nhs.uk/wmas/course/view.php?id=1109


 

12 
Barbara Kozlowska, Head of Organisational Development January 2025 

 

 

 

 

 

Course: Anti Racism Training | WMVLE 

 

Contact Us 
For further information please contact mb-

organisationaldevelopmentmailbox@wmas.nhs.uk  

 

 

 

 

https://www.wmvle.wmids.nhs.uk/wmas/course/view.php?id=992
mailto:mb-organisationaldevelopmentmailbox@wmas.nhs.uk
mailto:mb-organisationaldevelopmentmailbox@wmas.nhs.uk
https://www.wmvle.wmids.nhs.uk/wmas/course/view.php?id=992

