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The following information was requested on 16 February 2022: 
 
Please disclose all your staff survey reports for the years  
 
- 2019 
- 2020 
- 2021 
 
Please also disclose what organisational learning has taken place and what corrective action if 
any has been taken as a result of the staff survey data from these three years. 
 
Please provide the relevant HR/ organisational development reports relating to any such plans 
or action taken. 
 
Our Response 
 
It may be useful to understand the role of NHS Resolution. The role of NHS Resolution 
is:  
 
•           To manage clinical and non-clinical negligence claims on behalf of the 
members of our indemnity schemes and the beneficiaries of state-backed indemnity 
for general practice. 
 
•           To provide expert advice, support and interventions in relation to concerns 
about the individual performance of doctors, dentists and pharmacists. 
 
•           To offer an impartial tribunal service for the fair handling of appeals and 
disputes between NHS England and primary care contractors (GPs, dentists, opticians 
and pharmacists). 
 
•           To support members locally to better understand their claims risk profiles to 
target their safety activity and collaborate with others to sharing learning across the 
system at a national level. 
 
 



 
 

 

For more information about what we do please visit our website at Home - NHS 
Resolution 
 
In terms of your specific request, we are able to provide information for the following 
years:  
 
2019 
 
Please find attached the results of interim staff survey 2019. The staff survey in 2019 
was an interim (pulse) survey consisting of 36 questions. The intention of the interim 
survey was to gauge how we were getting on with work to address areas of focus from 
the last engagement survey in 2018. Local team discussions took place during which 
the results were discussed. However, there was no formalised action plan that was 
prepared as a result. 
 
In terms of respondents, 214 staff members completed the survey whilst 7 were 
incompletes. All were used for reporting which totals to 221.   
 
The total response rate for 2019 is 73.2% (rounded up) which is 221 staff out of 302. 
 
Please note the numbers responding to each question on the interim survey are not 
noted and should not be inferred to be 100% of the overall response rate for that 
particular survey. 
 
2020 
 
Please find attached the results and the action plan in response. Please note the 
numbers responding to each question on the survey broken down by department have 
been redacted to prevent identification of staff, and should not be inferred to be 100% 
of the overall response rate for that particular survey. 
 
We have redacted the following information: 
 

• numbers broken down by department responding to each question in the results; 
• Individual responses and free text commentary from staff in response to the 

survey; 
• names of staff from the action plan.  

 
Section 40 – Personal Data 
 
We believe that disclosure of the redacted information is exempt under Section 40(2) 
by virtue of section 40(3)(a)(i) of the FOI Act, where disclosure to a member of the 
public would contravene one or more of the data protection principles.  The data 
protection principles are set out in Article 5 of the General Data Protection Regulation. 



 
 

 

We take the view that it would not be fair or lawful to disclose such information, and 
any disclosure would therefore contravene the first data protection principle. 
 
The individuals have not consented to their information being used in this way and we 
do not believe they would have a reasonable expectation that their personal data 
would be released in this way. 
 
NHS Resolution believes it has a responsibility to protect those individuals’ identities’, 
as disclosure could potentially cause damage and/or distress to those involved. 
 
2021 
 
A staff survey did not take place during 2021. This information is not held.  
 
 
This concludes our response to your request. 
 
If you are not satisfied with the service that you have received in response to your 
information request, it is open to you to make a complaint and request a formal review 
of our decisions. If you choose to do this, you should write to Tinku Mitra, Head of 
Corporate and Information Governance for NHS Resolution, within 28 days of your 
receipt of this reply. Reviews of decisions made in relation to information requests are 
carried out by a person who was not involved in the original decision-making about the 
request. 
 
If you are not content with the outcome of your complaint, you may apply directly to the 
Information Commissioner for a review of the decision. Generally, the Information 
Commissioner will not make a decision unless you have exhausted the local 
complaints procedure. The address of the Information Commissioner’s Office is: 
 
Wycliffe House  
Water Lane  
Wilmslow  
Cheshire  
SK9 5AF 
 
https://ico.org.uk/  
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Introduction 
 
Following the presentation to the Senior Management Team (SMT) in Dec 2018 on the findings from the staff focus groups held, a 
decision was made to run an interim staff survey (ISS) in early 2019. The questions included in the ISS were based on the content 
of the 2017 Staff Survey and the outcomes from the staff focus groups. This ISS focused on four areas namely Work Life Balance, 
Equality, Diversity & Inclusion, Dignity at Work and SMT communications. 
 
Where possible we asked the same questions as in the 2017 survey in order to facilitate a comparison of the performance within 
each of the areas. 
 
The ISS was open between the 13 March and 3 April 2019 and achieved a response rate of 73.2%. 
 
The charts below detail the response rates for each of the questions asked as part of the ISS.  At the end of this document, a 
summary is provided for each of the four areas covered by the survey, which also includes the identified themes from the free text 
comments provided by staff. 
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Internal benchmarking  
Internal benchmarking compares experiences within NHS Resolution. It allows quick identification of problem areas and top 
performers for each questions. 
 
Each coloured bar represents a different aspect of performance on the question  

1. Green shows the % of positive responses – positive being strongly agree or agree 
2. Amber shows the % of neutral responses – neutral being neither or don’t know 
3. Red shows the % of negative responses – negatively being strongly disagree or disagree* 
 

How to read the tables  
 
 
 
 
 
 
 
 
 
 
 
 
 

1 - Refers to the relevant section of the questionnaire  
2 - Question number - where the question appears in the questionnaire  
3 - Question text and information on how the questions was asked in previous years where different  
4 - All figures shown are percentages  
5 - 65% of respondents at your organisation were satisfied with the quality of care they give  
6 - 14% of respondents at your organisation were neutral on quality of care they give, 21% were negative 
Note – where there is no bar displayed, this is due to the level of responses received for that area being below 6.   
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Dignity at Work 
Q16: In the past 12 months, have you personally experienced discrimination from your manager/ team leader or other colleague? 
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Dignity at work 
Q17: On what grounds have you experienced discrimination. (Respondents were able to select more than on category). 
This breakdown was not asked in 2017. 
 
 
 

 
 
 
 



 

 
  21 

 
 
 
Dignity at work 
Q18: In the past 12 months have you personally experienced harassment, bullying or abuse from your manager/ team leader or 
other colleague? 
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2020/2021 Staff Survey Iterative Report 
 

 
The purpose of this document is to report on both the planned actions and actions that have taken place following the publishing of the results of the staff 
survey held in October and November 2020. The actions and changes within the report are subject to change and are ongoing. 
 
Following publication of the survey, meetings were held with SMT, individual directors, their deputies, ORG and staff within the directorates. 
 
The top themes across the organisation from the survey and the above meetings were: 
 

 Workload being too heavy 
 Lack of recognition and respect for experience and expertise 
 Empowerment needed  
 Demonstration of the PEER values 
 Touch points between functions needs to be improved 
 The organisation needs to come together as one 
 Policies and how they are updated needs to be made more efficient 
 The recruitment process is not seen as fair or efficient  
 There is a need for management training 
 Bullying and use of inappropriate language needs to stop 
 Directors need to say no to more work. 

 
While SMT and ORG looked at the results across the organisation, each directorate looked at the results independently under the guidance of their 
director and deputy. The response to the results, right across the organisation, has been one of genuine interest, ownership and taking action to correct 
the above themes. This has taken place against the background of the pandemic and the impact this has had and is continuing to have on everyone. 
 
The purpose of each directorate looking at the results independently was to ensure deeper analysis of what lay behind the results so that the solutions 
developed would be right, relevant and purposeful. 
 
Detailed below is a list of the actions taken and actions planned. 
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2. Appeals 
 

 
The team arranged two meetings at the end of March to discuss the results. 
 
The results were, positive and reinforced what we were doing well. A quick recap is as follows: 
 

 At the very heart of our team culture is that we treat colleagues (whoever they are) in the same positive way we would wish to be treated 
ourselves.   

 Leadership operate a trust based model, which enables staff to get on with their job but provide proportionate support when needed.  
 We have the freedom to work flexibly with the minimum of direct supervision but know that there is support.  The whole team are trusted to meet 

their KPIs and are held accountable for these targets. 
 We operate within a culture of openness and transparency. 
 There are consistent standards for behaviours and performance no matter the roles within the team. 
 We operate within a supportive environment. 
 Given the above, the team have a shared work ethic, working towards individual and team objectives.  
 There is a great track record of developing staff within the team, recognising that we have an obligation to give to others the same opportunities 

many of us have benefitted from 
 
Where the results were not so positive, Appeals leadership ensured that all team members were signposted to HR Policies and other resources in the 
shared drive and encouraged to have open discussion and lines of communication with line managers. Appeals leadership also reinforced the message 
that staff are never expected to work if unwell.  In return the team committed to improving individual knowledge, such as who the Freedom to Speak Up 
Guardians are and who our designated HR support is, ensuring that all staff know that support is always available if needed. 
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 Circulated Claims Recruitment and selection mini 
surveys to understand views and feedback about 
the process 

 Produced training interventions, information sheets 
and guides to explain and clarify the process 

 Delivered employability skills workshop on 
Preparation for Selection and worked with the OD 
team to develop Interview Skills workshops. 

 Implemented Claims Recruitment and selection 
performance metrics to measure performance and 
demonstrate value and impact.  Supported by 
Recruiting manager and applicant satisfaction 
surveys 

 Reviewed the suite of assessment activities for 
claims handlers in response to recruiting manager 
and applicant feedback 

  

 
 
 
Implement documents created 
 
Continue to support staff in an inclusive manner to 
support our EDI strategy 
 
 
Continue to measure performance with reference to 
metrics and provide regular reports to CLT 

Learning and Development - Linked, 
Engagement, Access, Learning 
preference, Career progress 

 Discussed Training and Development, Career 
Progression and Growing and nurturing our own at 
the BIG conversation in June 2021. 

 Established a Training and Development 
intervention and process implementation approval 
and review group 

 Drafted Probation Performance Indicators for 
Claims Handlers to support the probation process 
and which will become the foundation framework 
for the Claims Training and Development 
Framework and feed in to a Claims Talent 
Management framework 

 Commenced the planning and design of a six 
month development programme for new case 
managers as well as existing staff managers 

 
 
 
 
Finalise indicators and translate into skills matrix and 
associated development interventions 
 
 
Continue to design the Claims Training and 
Development framework and develop the framework 
taking a co-design approach involving staff and internal 
and external experts. 
Create clear career progression pathways taking 
account of all Claims Service areas. 
Create a claims talent management framework. 
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Work Life Balance  Arranged and offered information sessions about 
the organisations Employee Assistance programme 
to staff and provided line managers with information 
sheets outlining support available. 

 Increased capacity in operational service areas to 
balance workload, but also in preparation of the 
implementation of the Training and Development 
Framework to ensure staff are able to dedicate time 
to their own development. 

Continue to identify mechanisms to support staff. 
  

Organisational Culture - Trust, 
Reward and Recognition, Change, 
Engagement 

 Discussed Culture, Empowerment, Change and 
Innovation at the BIG conversation in July 2021. 

 Increased messaging and publication of the Claims 
Champion of the month to celebrate and recognise 
service excellence and demonstration of PEER 
values. 

Explore further means of recognising service 
excellence and demonstration of PEER values and 
good work in both informal and formal ways. 
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6. Finance and Corporate Governance - HR&OD 
 

 
Work external to the department 
 
Working with SMT to enable them to: 
 

 Foster an effective working culture with their teams whilst working remotely. 
 Work with them to consider how to balance hierarchy with a distributive leadership style in an organisation that is expanding. 
 Role model the PEER values and lead by example. 
 Develop a balance of healthy challenge and debate both with each other and their teams. 
 Promote NHS Resolution as a Learning organisation. 
 Gain clarity on what sits with the Senior Management Team and what sits with deputy directors. 

 
Embed behaviours to support the PEER values: 
 

 Developed a behaviours framework to support the PEER values. Awareness sessions on the framework will be delivered across the organisation 
on an on-going basis commencing the third quarter of 2021. 

 
Management Development: 
 

 Developed management workshops for delivery in all directorates, the objectives of the sessions are to give managers and aspiring managers the 
tools to manage their teams more effectively and generate better relationships with their stakeholders 

 Recruitment and selection. 
 Offered to all members of staff one-to-one interview coaching wishing to apply for managerial roles.  
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Work internal to the department 
 

 We meet as a team three times a week virtually to ensure communication is clear and inclusive and regularly invite internal key stakeholders to 
present on their work to ensure we remain connected with the rest of the organization. 

 Introduced a local induction tool to ensure our new members can on-board comfortably. 
 Have presented a mental health and wellbeing session to the team to ensure all HR&OD staff are thinking about their health and wellbeing and 

seeking help where appropriate. 
 Have presented a session on internal and external coaching and mentoring to the team.  Five members of the team are currently accessing 

mentoring. 
 Have invited team members to attend SEG/JNC as part of their induction/on-boarding process. 
 Presented the values and behaviours framework and invited comments on what this might look like for our team. 
 Planning an HR/OD team day in January 2021 to review our capacity to manage change and our own resilience. 
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7. Finance and Corporate Governance - Finance 
 

 
The team discussed the staff survey results at a number of team meetings through 2021. In addition, OD Business Partner ___________ facilitated a 
more detailed discussion of the results with the team.  
 
There were some positive areas identified and some areas were identified that the team agreed needing working on: 
 
Positive areas 
 

 The team agreed that everyone in the team treat and behave in a positive and fair manner towards each other. 
 The team share a strong work ethic - this can often be seen by working extra hours (especially around year end). 
 The team is open and welcoming to new members, this has been particularly evident over the last year as the team has continued to grow. 
 Introduction of a regular weekly team meeting where everyone is encouraged to join in and put their cameras on to improve communication. 
 The team have the freedom to work flexibly.  

 
Things to work on – and how they’re being addressed 

 
 There is a lack of awareness of what work is being done within the team.  
 The senior finance team explored ways of sharing what is being done within the team. This started by each area of the team being asked to 

provide a 5 minutes update to the wider team as part of the weekly team meetings. This is being extended to spotlight on different areas / work 
streams and deepen understanding. Work and team discussions on monthly timetables are bring used to build understanding, impact and 
interdependencies across the team.  

 Celebrate achievement and ensure recognition within the team.  
 The senior finance team explored ways of ensuring key achievements are highlighted. Recognition of achievements is given at team meetings. 

Change of approach to management of the monthly timetable supports recognition of achieving targets and what has been done well. Also several 
managers have attended management training to build management skills to support this, and other managers will be encouraged to attend 
management training as appropriate.  

 To ensure that the impact on the workload of the team is considered by other directorates.  
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 The Deputy Director of Finance to have open and constant discussions with other directorate heads to ensure awareness of what is going on in the 
wider organisation and understand impact on the finance team - sharing with the team at team meetings and getting their input and views. All team 
members encouraged to share with the wider Finance team any views and feedback from meetings across the organisation. It was also 
acknowledged that the team are going through a transitional period following the restructure and things should be easier when the team is fully 
established. The restructure and expansion of the team to support the business objective requirements is enabling a rebalance of workload. 

 On occasions, it was felt that pressure is put on staff to work while they are unwell.  
 The senior finance team reinforced the message that staff are never expected to work while unwell. Line managers should ensure that when 

anyone comes back from a period of sickness the return to work process should be followed. The restructure and expansion of the team also 
supports cover for sick leave. 

 Not enough cover for when people are on annual leave. 
 The recent expansion of the team enables annual leave cover, however the senior finance team acknowledged there is more to do to ensure there 

is adequate cover for annual leave in certain areas. Planning for cover, and cross training within teams is taking place and is enabling better cover. 
Completing and updating procedure notes for all tasks is being emphasised. This is at different stages in different parts of the team, but is being 
prioritised. The monthly timetable can also be used as a tool and check list for procedure writing.  

 Regular one to one meetings, sub-team meetings, and virtual social sessions are also promoting engagement, sharing and transparency across 
the team.  
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In addition to a number of positive themes in the staff survey, the following themes emerged as areas that would benefit from further discussion and 
action: 
 

 Some feedback about bullying and harassment 
 Team members feeling they weren’t trusted to perform their roles 
 Not feeling valued/recognised in their roles 
 Not feeling part of the wider organisation 
 Workload pressures 
 Stress/pressure to work whilst ill 
 Line management issues around raising and responding to concerns and an inconsistency in approach to line management processes. 
 Lack of career progression within the team 
 Various miscellaneous points, e.g. lack of awareness of the role of SEG and corporate policies and procedures 
 Lack of role modelling of PEER values by the SMT team 
 Some corporate level points, largely around perceived fairness of the recruitment process. 
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11. Technical Claims Unit 
 

 
Following the survey results in March 2021, TCU identified seven main themes to focus upon improving to include: 
 

 Recognition 
 Lack of agency 
 TCU’s identity within the wider organisation 
 Health and wellbeing 
 Career progression 
 Communication. 
 

We had an initial meeting to discuss the results and followed this up with a peer-to-peer session, which focused upon the seven themes, picking out key 
statistics to discuss. The focused discussion was interactive and provided more context to the results. The headlines were as follows: 
 

 There were a number of comments regarding remuneration and whether pay bandings should be reconsidered 
 The team would like to be heard and considered when decisions are made which can impact them.  
 The team are keen to promote TCU and ensure that we feel part of the wider organisation. It seems that there is a disconnect between TCU and 

senior management, rather than the claims teams.  
 The team would like to have an away day to reconnect as a team. Ahead of that, we were considering whether we should have a ‘virtual’ away day 

to discuss structure. 
 
Following our peer-to-peer session, we arranged a workshop to discuss the future structure of TCU. This was a ‘hybrid’ meeting with some of the team 
stationed at the London office and the rest of the team joined virtually. The ideas discussed have been presented to the director in the form of an options 
paper, expressing the views of the entire team. In addition, we have arranged an in-person ‘away day’ scheduled for 14/10/2021, which will be the first 
opportunity for the team to have met since the beginning of the pandemic, with the addition of three new members. The away day will focus upon other 
actions that have arisen from our peer-to-peer session, a discussion around the future of TCU, our structure options paper and a team building exercise.  
 
With the retirement of two longstanding key members of TCU in the coming months and recruitment of new members and management, there is a lot of 
change ahead for TCU. The implementation of a new structure will take time but we hope that any new structure will enable TCU to achieve its objectives 
and improve the areas that were identified in the last staff survey. It is a work in progress and it will be interesting to review the results of the next survey.  
 




