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View from the Ground, by Dr Vasumathy Sivarajasingam

At Hillview Surgery, we have always believed that a thriving workplace starts with empowered staff.
A culture of open communication and collaboration not only enhances staff wellbeing, but also

translates into better patient care.n? In 2024, we took a leap by adopting the NHS Staff Survey3 to
better understand the challenges faced by our team. By giving every team member a voice, we
aimed to lay the foundation for positive change in the workplace.

Listening to Our Team

In 2024, Hillview Surgery transitioned to using the NHS Staff Survey in a digital format, making it
more accessible and encouraging candid feedback. Staff members had the option to respond
anonymously or attribute their responses, enabling honesty and accountability. The survey explored
key areas such as workload, wellbeing, and team dynamics.

Fifteen responses were submitted, and the findings were analysed to create a roadmap for
improvement. For transparency, a summary was presented to the team by the Business Practice
Manager. Team members were then invited to participate in four working groups, each addressing
specific challenges highlighted by the survey.

These groups, guided by management team members—including the Business Practice Manager,
Operational Manager, Nurse Manager, and Pharmacy Team Manager—encouraged open dialogue in
a nonthreatening environment. Partners were not involved in the sessions to ensure that staff felt
able to speak freely. Each group worked to propose practical solutions to enable meaningful and
actionable change.

What We Learned: Five Key Challenges

1. Managing Workloads and Time Pressures

In the survey responses, staff members highlighted the stress caused by unrealistic workloads and
time pressures. Common concerns included clinic scheduling, late arrivals, and the difficulty of
addressing multiple patient issues in one appointment (source: internal data from Hillview Surgery).
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To address this, we agreed to improve the visibility of arrival screens in the waiting area and use
posters to remind patients to check in promptly. We also resolved to introduce a clear policy on
appointment expectations through text-message reminders and signage in the surgery. For
significant delays, rebooking will now be required, ensuring smoother clinic operation and reducing
stress for both staff and patients.

2. Team Collaboration and Autonomy

Although it was clear from the survey responses that our staff members value their independence,
they felt that there are insufficient opportunities for cross-team communication. To bridge this gap,
we agreed to introduce twice-daily communal coffee breaks. These informal gatherings will provide
a chance for staff across all roles to connect and build rapport, improving team morale.

3. Prioritising Wellbeing

In response to the survey, team members identified stress, burnout, and inconsistent wellness efforts
as significant issues. To address this, we committed to introducing 15-minute screen breaks to align
with coffee breaks, encouraging staff to step away and recharge. We also agreed to streamline
workflows to reduce unnecessary tasks, and to reintroduce shared fruit bowls to provide healthier
snack options.

In addition, the GP partners welcomed staff-led initiatives such as peer reviews and activities
encouraging employees to ‘walk in each other’s footsteps’. These strategies, designed to improve
communication and mutual understanding, were left to staff discretion to align with individual
learning and development needs.

4. Managing Patient Interactions

Interactions with patients about prescription requests were flagged as a particular area of concern
by the survey respondents. Staff members described feeling unsafe or disrespected at times.

In response, we agreed to transition to safer prescription request methods, including via the NHS
App, written submissions, and email requests managed by the Pharmacy Team. These options will
now be actively promoted through QR codes on posters, in text messages, and on the practice
website, making it easier for patients to adapt to the changes.

5. Supporting Retention and Professional Development

In the survey responses, retention discussions centred on motivation, recognition, and career
progression. By enhancing the onboarding process and creating opportunities for professional
development, we aim to help staff achieve their potential in alignment with the practice’s long-term
goals. Furthermore, increased focus on onboarding and orientation processes will help new staff to
feel more supported, thereby cultivating a sense of belonging and improving retention.

The Road Ahead



Hillview Surgery’s collaborative approach has laid the foundation for sustainable change; by taking
deliberate action based on staff feedback, we have addressed critical issues such as workload
management, team collaboration, wellbeing, and retention.

Annual surveys and feedback sessions will monitor the effectiveness of these initiatives, ensuring
continuous improvement. Our 5-year plan is built on a commitment to listening to, acting on, and
engaging with staff insights.

By fostering open dialogue and implementing staff-led initiatives, we are building a workplace in
which every team member feels valued and empowered. This journey is just beginning but, with
collaboration at its core, Hillview is prepared to meet the challenges of the future with resilience and
care.
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