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Seminar on professionalism under pressure 
18 October 2016  

Event Report 

Overview  

Over 60 delegates, including individual pharmacy professionals in a range of roles, and leaders from organisations 
both within and outside pharmacy, came together in central London on 18 October for a GPhC seminar on 
professionalism under pressure. 

The seminar aimed to build a greater understanding of issues relating to workplace pressures within pharmacy 
and in other parts of healthcare, and to discuss how these issues could be addressed by individuals and 
organisations across the sector. 

Summary 

Welcome from Nigel Clarke, Chair, GPhC 

In his opening remarks, Nigel explained that the GPhC had brought together people who held a wide variety of 
roles and perspectives to consider how to best address issues relating to the pressures that some pharmacy 
professionals are reporting they are facing in their roles. Nigel noted that these are complex and long-standing 
issues that are not limited to pharmacy. Nigel expressed the GPhC’s commitment to work with others to try to 
build a greater understanding and some consensus on what all could and should do in response. 

Nigel acknowledged that no one organisation can resolve these issues and said that the seminar aimed to start 
the challenging conversations and actions needed to make sure pharmacy professionals are empowered to put 

the interests of patients and the public above everything else. 

Listen to Nigel’s welcome via this link. 

Opening remarks from Professor Nairn Wilson CBE, Event Chair  

Professor Wilson began by explaining that the range of roles he has held during his career, including as President 
of the British Dental Association and President of the General Dental Council, had influenced his keen and 
growing interest in the tensions between professionalism and commercialism across healthcare provision. He 
added that previous roles had made him a passionate believer in patient-centred holistic healthcare provision and 
inter-professional working, including between dentistry and pharmacy.  

Professor Wilson emphasised that pharmacy is not alone in facing issues relating to workplace pressures, and that 
other areas of health provision, including dentistry, will be watching closely to see how pharmacy addresses the 
issues that have been raised. 

https://www.youtube.com/watch?v=eSjlgh-dcRA&feature=youtu.be
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Professor Wilson acknowledged that there are no easy answers to the challenges raised, and no one organisation 
that can tackle them alone. He challenged all attendees to work together to find new ways in which to strike a 
balance between conflicting pressures. 

Listen to Professor Nairn Wilson’s opening remarks via this link. 

Keynote address by Professor Michael West, Head of Thought Leadership, The King’s Fund: Nurturing 
cultures of high-quality and compassionate care 

Professor West’s presentation focused on creating cultures, leaders and teams that help to deliver high-quality, 
continually improving and compassionate care. 

Professor West discussed how to develop a culture in healthcare organisations which helped to deliver high-
quality care, including through having a clear vision for the organisation, clear objectives for staff and teams, good 
people management and employee engagement, and continuous learning and quality improvement. 

His presentation referenced analysis of results from the NHS staff survey and patient satisfaction surveys, which 
identified a very clear relationship between what staff say about their experience of working for the organisation 
and what patients say about their care. Professor West said that when staff report high levels of stress, the 
indicators used by the Care Quality Commission show poorer care quality and worse financial performance. And 
there is a clear correlation between level of staff engagement and a number of critical and wide ranging 
measures, including patient mortality, care quality, infection rates and financial performance.   

Professor West argued that all should be learning from examples of organisations which are reducing levels of 
stress among their staff and improving patient outcomes, and highlighted how leaders in these organisations are 
creating effective teams, including through developing positive supportive relationships and resolving and 
preventing conflicts.  

Professor West concluded by arguing for a new model of compassionate leadership, in which leaders use a 
participative supportive style focused on quality, rather than a ‘command and control’ approach.  He called on 
organisations in pharmacy and across health to focus on giving their staff skills in quality improvement, and the 
time, resources and culture in which to innovate and improve care. 

Listen to Professor Michael West’s presentation and view his slides via this link. 

Presentation by Hugh Simpson, Director of Strategy, GPhC 

Hugh’s presentation focused on why it is important for the GPhC to understand what is happening within 
pharmacy in relation to professionalism under pressure and what actions the organisation has taken so far, and 
will take in the future, in response to the issues raised. He explained that the GPhC’s focus will be on what 
enables and supports pharmacy professionals to provide high quality care to patients and the public. 

Hugh highlighted work to develop a greater understanding in this area, which has included analysing the available 
research and data. Hugh argued that this analysis has identified a clear gap in a shared definition about what 
quality means in pharmacy, or evidence of where it is being delivered. A key focus for work going forward will be 
to improve the understanding of what quality looks like within pharmacy, and how the GPhC can measure and 
test that through its regulatory activity. 

https://www.youtube.com/watch?v=SZFRhcG_It0&feature=youtu.be
https://www.youtube.com/watch?v=meVrJrp4BUA
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Hugh announced that all registrants and employers will shortly be invited to continue the discussion through a 
crowdsourcing exercise which will explore what quality looks like in pharmacy and how it is being defined and 
measured. Hugh also set out a number of other priorities within the programme of work, including: 

 Reviewing the regulatory model for pharmacy to focus on how the GPhC can assess and measure quality 

 Updating the guidance on raising concerns 

 Developing new guidance on non-registrant staff. 

Listen to Hugh Simpson’s presentation and view his slides via this link. 

Feedback from workshop discussions 

Delegates took part in hour-long discussions in four workshops.  The delegates were asked to respond to the 
following question: 

All organisations and professionals working in healthcare will have to manage a range of different pressures. 
What do you think organisations and professionals should start, stop or continue doing so individual professionals 
can live up to their professional obligations and organisations can appropriately manage these pressures? 

Each of the four workshops was led by a workshop chair, who brought perspectives on workplace pressures from 
outside pharmacy.  The workshop chairs then summarised the key feedback and actions identified by their group 
to all other delegates. 

Key points from their summaries are included below: 

Workshop 1, chaired by Harry Cayton, Chief Executive, Professional Standards Authority 

Harry highlighted that a common theme that came through discussions in his workshop were divisions between 
front line staff and management, and said that the first action identified was for leaders within pharmacy 
employers to try and bridge this gap and understand the profession better, through greater involvement in 
professional issues. 

Delegates agreed that targets in both the NHS and commercial environments should be less rigid, with 
professionals empowered to challenge targets and to put patients first. 

And a key focus of the discussions was how to encourage professionals to speak up when things go wrong, with 
delegates supporting the suggestion that Freedom to Speak Up guardians, already introduced in NHS trusts, 
should also be introduced in pharmacy organisations. 

Workshop 2, chaired by Sheila Drew-Smith, Member of the Committee on Standards in Public Life: 

Sheila identified three key themes from the discussions in her workshop; communication, culture and care. 
Her group agreed that there needs to be improved communication across pharmacy organisations, with 
colleagues at all levels encouraged to talk more and improve understanding. 

Her group also discussed the need for a change towards a no-blame culture, in which whistleblowing is 
understood and accepted. Inappropriate targets which distort professional judgement and behaviours need to be 
stopped and pharmacy professionals need to become proportionately less risk-adverse. Some group members 

https://www.youtube.com/watch?v=mdrJnchrAjA&feature=youtu.be
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argued that the commercial context of community pharmacy made workplace pressures particularly challenging 
compared to other healthcare environments. 

The emphasis across pharmacy needs to be on care, with the focus always being on the patient and on quality. 

Workshop 3, chaired by Samantha Peters, Chief Executive, General Optical Council: 

Samantha highlighted that the key theme in this group’s discussions was the need to balance professional and 
commercial pressures, with this being a responsibility for everyone, including educationalists, companies, 
regulators and professionals. 

As in the other workshops, key actions identified included continuing to raise concerns and stopping using targets 
and tasks that are not focused on patient needs. 

And delegates agreed that the current culture in pharmacy can lead to professionals experiencing fear and 
anxiety, and there is a clear need to change the culture to one which better supports professionals.  

Workshop 4, chaired by Pete Thomond, Managing Director, Clever Together: 

Pete explained his group touched on many similar points raised in the other groups, with a key difference focused 
on two main themes: law and critical judgement. 

His group discussed how professionals often learn in their training that the law is black and white, when in fact 
there are often grey areas where critical judgement needs to be applied. His group agreed education and training 
needs to give professionals the skills to understand this and apply their critical judgement. 

A key action identified was helping professionals to develop skills relating to critical judgement, including inter-
personal skills. Professionals also need to empower the multi-disciplinary team, so that they are effectively using 
the skills of others, shifting away from a task based view to one of creating value for patients. 

He also noted that his group felt organisations and systems need to support professionals to feel confident in 
their decisions and to have their voices heard, for example through mentoring, local support networks and 
involvement in system leadership. 

Key priorities from the workshops: 

An initial analysis of the key points and actions identified at the workshops has suggested that there was an 
emerging consensus among delegates of three key priorities for the future: 

 Developing a culture within pharmacy which supports and empowers professionals to successfully 
balance pressures so they can act in the best interests of their patients, and to feel confident in raising 
concerns if quality of care is compromised 

 Improving communication between all levels of an organisation and developing a shared focus on 
continually improving the care provided to patients and the public 

 Moving away from inappropriate targets and making sure that any targets focus on quality of care and 
patient needs. 

Listen to the session summarising feedback from the workshops via this link. 

https://www.youtube.com/watch?v=GqWBOBQjmK4&feature=youtu.be
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Closing remarks from Duncan Rudkin, Chief Executive, GPhC 

In his closing remarks, Duncan focused on the key responsibilities of individuals and organisations across 
pharmacy in responding to pressures within the workplace. Duncan began by saying that individual health 
professionals and teams will always carry a big responsibility for ensuring that their actions are directed towards 
the best interests and well-being of the people they are serving. But this in no way means that health 
professionals alone should bear the burden of balancing workplace pressures against their own judgement and 
the good of the patient. 

Duncan discussed the need for a change of culture to better support professionals to uphold their 
professionalism, and expressed the view that although regulation has a part to play, it is not the main answer. He 
highlighted the responsibilities of others, including leadership organisations, pharmacy owners and corporate 
boards, and those who commission and negotiate community pharmacy services, to help achieve this change in 
culture.  

Duncan highlighted the relevance of the ‘Nolan principles’ of public life to community pharmacy, in which public 
money is funding public services, albeit via commercial businesses. He referenced the guidance on Ethical 
Standards for Providers of Public Services produced by the Committee on Standards In Public Life. 

Duncan then referenced the potential impact of expected cuts to funding within community pharmacy in England, 
and reminded pharmacy owners that they must continue to ensure that they meet the standards for registered 
pharmacies, including those relating to staffing levels. 

Listen to Duncan Rudkin’s closing remarks via this link. 

Next steps: 
The GPhC would like to thank Professor Nairn Wilson for his excellent chairing of the seminar, Professor Michael 
West for his inspiring keynote address, the workshop chairs for leading the discussions and all of the delegates for 
participating in the seminar.  

The discussions at the seminar have helped to inform the GPhC’s understanding of the range of issues relating to 
professionalism under pressure. The discussions also provided constructive challenge to organisations and 
individuals across pharmacy to consider what actions they can take to address underlying culture and leadership 
issues that have an impact on professionals’ and employers’ abilities to appropriately manage workplace 
pressures. 

The GPhC is reflecting carefully on the key themes and actions that emerged from the seminar and will use this 
learning to inform its ongoing programme of work. The GPhC would encourage everyone within pharmacy to 
reflect likewise on what they can do to help create a culture within pharmacy that supports and enables 
professionals to provide high-quality care. 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/481535/6.1291_CO_LAL_Ethical_standards_of_public_life_report_Interactive__2_.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/481535/6.1291_CO_LAL_Ethical_standards_of_public_life_report_Interactive__2_.pdf
https://www.youtube.com/watch?v=ypqhLDUnS9I&feature=youtu.be
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Appendix 1: List of delegates 

First name Surname Organisation Role 

Adam Abbasi  Locum pharmacist 

Aisha Adnan  Locum pharmacist 

James Andrews Virgin Care National Quality Pharmacist 

Matt Barclay Community Pharmacy Scotland Director of Operations 

Aron Berry 
British Pharmaceutical Students' 
Association  

Graduate Officer 

Christine Burbage Superdrug Superintendent  

Sue Covill NHS Employers Director of Employment Services  

Marc  Donovan Boots UK Chief Pharmacist 

Tess Fenn 
Association of Pharmacy Technicians 
UK (APTUK) 

President 

Deborah Franks Pharmacists' Defence Association Employment Solicitor 

Sandra  Gidley Royal Pharmaceutical Society (RPS)  Chair (English Pharmacy Board) 

Vilma Gilis Guild of Healthcare Pharmacists President (Chair) 

Peter  Glover Day Lewis (Chemists) Ltd Pharmacy Superintendent 

Kathryn Goodfellow Superdrug Head of Healthcare Operations 

Russell Goodway Community Pharmacy Wales Chief Executive 

Helen Gordon Royal Pharmaceutical Society (RPS) Chief Executive  

Karen Harrowing 
Quality Systems & Pharmacy 
Consultancy 

Consultant 

Stephen Howard Lloyds Pharmacy / Celesio Group Superintendent Pharmacist 

Nick Hunter Nottingham LPC Chief Executive 

Judith Husband British Dental Association Non-Executive Director  

Nanette  Kerr Company Chemists' Association (CCA) Chief Executive 

Yousuf  Khan   
Professional Locum, community 
pharmacy and independent 
prescriber 

Denise Laidlaw Asda Superintendent Pharmacist 

Diane 
Leicester-
Hallam 

Pharmacist Support Chief Executive 
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Margaret  MacRury Rowlands Pharmacy Superintendent Pharmacist 

John McAnaw 
Royal Pharmaceutical Society (RPS) / 
NHS 24 

Chair (Scottish Pharmacy Board) / 
Head of Pharmacy 

Laura McIver Healthcare Improvement Scotland  Chief Pharmacist 

Renny Mendoza 
Committee on Standards in Public 
Life 

Senior Policy Advisor 

Peter Noyce Pharmacist Support Chair 

Caroline Parkhurst Day Lewis (Chemists) Ltd Professional Services Pharmacist 

Janice Perkins Well Superintendent Pharmacist 

Mark Pitt Pharmacists' Defence Association Director of Defence 

Theresa Prendergast Department of Health Policy lead 

Adrian  Price  Tesco Superintendent Pharmacist 

Tim Rendell Day Lewis (Chemists) Ltd Head of Pharmacy 

 

William 
Rial NHS England 

Assistant Director/Controlled Drugs 
Accountable O 

Paul  Robinson Boots Pharmacists Association (BPA) Chief Executive Officer 

Sanjai Sankar   Locum pharmacist 

Suraj Shah National Pharmacy Association (NPA) 
Pharmacy Services Operations 
Manager 

Paulette Storey Pharmacist support  Head of Operations 

Paul Summerfield Pharmaceutical Defence Locum Pharmacist / Advocate 

Elizabeth Wade Pharmacy Voice Director of Policy 

Tim  Walker General Osteopathic Council (GOsC) Chief Executive 

Geraldine Walters Nursing and Midwifery Council (NMC) 
Director of Education, Standards and 
Policy 

Mags Watson University of Bath  
University of Bath Professor of Health 
Services Research 

 

Emma 
Westcott Nursing and Midwifery Council 

Assistant director, strategy and 
insight 

Natasha Wynne Health and Care Professions Council  Policy Officer 

 


